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1Hill, S. Provost F. etVolinsky C. (2006), Network-Based Marketing: Identifying Likely Adopters via Consumer 
Networks, Statistical Science, 21 (2), 256–276. 
2Jensen, ML, Averbeck JM, Zhang Z et Wright KB (2013), Credibility of Anonymous Online Product Reviews: 
A Language Expectancy Perspective, Journal of Management Information Systems, 30 (1), 293–324. 
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ଏد؀(؀   ฏฏฏ؀  ฏฏ�ฏฏ؀؀  ؀ฏฏฏฏ؀  ؀ฏฏฏฏฏ؀  ฏฏฏฏฏฏ  ฏฏ؀  ؀ฏฏدฏ  ؀ฏ  ฏฏ  ฏ5ฏฏฏ  k؀ฏ؀ ฏฏد؀؀   ؀؀؀ฏ  ؀؀ฏ؀؀ฏฏ؀  ฏฏ  ؀ฏฏฏฏ؀  ฏฏฏ

 ؀؀ฏ� ฏฏ د؀ฏฏ ฏฏฏ؀ ؀ฏฏ؀ฏฏฏฏ؀ ؀؀ฏฏฏฏฏฏฏ؀ ؀ฏฏ ؀ฏ ฏฏدฏฏد؀؀ ؀؀ฏ؀ l؀ฏฏฏ ฏฏฏ ؀)ฏฏ؀ ؀؀ ؀ฏ�ฏฏฏ؀ ฏฏ ؀؀؀ฏ ؀ฏฏฏฏฏ؀ 

ฏฏฏ  ؀ฏฏฏฏ؀ ฏฏ؀ ؀ฏ�ฏฏ؀ ؀ฏ5 ฏฏ k؀دฏ ฏฏฏ؀ ؀؀ฏฏฏฏ؀ . 

���ฏฏ'ฏฏฏ؀�؀ฏฏ؀؀؀ฏ؀�

ฏฏ؀ ฏฏฏ ؀ ฏฏ؀؀ฏฏ؀ ؀ฏ ؀ฏ5ฏ؀ ؀ฏฏฏ؀ ฏฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ ฏฏ ؀ฏ؀ฏฏฏ ฏฏฏ؀ ฏฏ5ฏฏฏ؀ ؀ฏฏد؀؀ฏ؀ ؀ฏ ฏฏ؀ฏฏฏ ฏฏฏ ฏฏ؀ฏฏ ؀ฏฏ؀ฏฏ

  �ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ 

1 (   ؀؀ฏฏฏ  ฏ�ฏฏฏฏ؀  ฏฏ؀؀ฏฏ؀  ฏฏ  ฏฏ؀ฏ؀؀  ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀��؀؀ฏ  ฏฏฏฏ؀ฏ  ؀ฏฏฏ؀  ฏฏฏ؀ฏ  ؀ฏฏฏد  ฏฏد؀؀

ଏฏฏฏฏฏ ฏฏฏฏ؀�؀؀ ؀ฏد ฏ؀ฏฏฏฏ ฏฏ د؀ฏฏ ؀ฏฏ_؀ ؀ฏ ฏฏଏฏ ؀؀؀ฏ ฏฏฏฏ ฏฏ؀ �د؀؀�ฏฏฏฏฏ؀  ฏ�ฏ) ؀؀؀؀ฏฏฏ ؀ଏฏ ؀

 ؀؀؀؀ฏฏ؀؀؀ ؀ฏد ฏฏฏฏฏ د؀ฏฏฏฏฏد؀؀؀ ؀؀ฏ؀2019 . 

  ؀ฏฏฏฏฏ؀ ฏฏ؀؀ฏ ؀ ؀؀ฏฏฏฏฏ؀؀ ؀ฏฏฏ ฏ�ฏฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏ ฏฏ؀ฏ؀؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ฏฏฏ ؀؀ฏฏฏ؀ ฏฏ؀ ฏฏد؀؀ฏ؀ ؀ฏฏ

  ؀؀ฏฏ؀ ฏฏ د؀ฏฏฏฏ؀  ฏ�ฏ�؀ฏฏฏ؀؀؀ ؀ଏฏฏฏ؀ ؀؀ฏ؀ฏฏฏ؀ ฏฏฏฏ ฏฏฏ5 دد؀ฏฏฏ؀؀ ؀ଏฏ) ؀ฏد�ฏฏ ฏ�ฏฏ�ฏฏ؀؀  ؀�؀ฏฏฏ؀؀ kدฏฏฏ؀

  ฏฏฏ؀  ؀ฏฏ�ฏฏฏ؀  ��؀؀  ؀ฏ  ؀ฏ؀ฏฏฏ؀  ฏ؀ฏ  ฏฏ؀؀ฏ  ؀؀ ฏฏฏฏ؀د؀   ฏฏฏฏ؀  ฏ�ฏฏ�ฏฏ؀  ؀ฏฏฏฏฏ؀  ؀ฏฏฏ  ؀ฏ)  ؀ฏ؀  ؀ฏ؀؀  ฏฏ؀

  ฏ�؀ฏฏฏฏ؀ ฏฏฏฏฏฏ5 ฏฏ؀ฏ؀ �ଏฏฏฏ ฏฏ ฏ�ฏ�ฏ؀ฏ؀ ฏฏฏฏฏฏ؀ ฏฏฏ ฏฏ؀ଏ)؀ฏ ؀ฏ؀ ฏฏ د؀ฏฏฏฏ ฏ�ฏ�؀ฏฏฏ؀ ฏฏฏฏฏฏ؀ ฏฏ ฏฏ�؀ฏฏ

�؀ฏฏฏ؀ ฏฏ ฏฏଏدฏ ؀�ฏฏฏฏ د؀؀ฏฏฏ؀ ؀ฏฏ ؀ฏฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏฏ) ؀ฏฏฏฏฏ؀؀ � (Mouth Of Word .(  
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 ฏ�ฏฏฏฏ؀ ฏ�ฏฏ)ฏฏ؀ ؀؀؀ ؀ฏ ؀ଏฏ5 �  ؀ฏฏ_؀ฏฏ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ �ଏฏฏฏ ฏฏ ؀ฏ�ฏฏฏ ฏฏฏฏฏ؀؀ ؀ฏฏ دฏฏ5؀ ؀ฏฏฏد؀د ؀ฏ ฏฏ ฏฏ

؀؀؀ฏد ฏ؀ฏฏฏฏ ฏฏ ؀؀ฏ5ฏฏد؀ ؀ฏฏฏ؀ ฏฏ 

 � ฏฏଏ ฏฏ) ฏฏฏฏฏฏ؀ ؀ฏฏ)ฏ 

-  ฏฏฏฏ  ؀؀ฏ5ฏฏ؀ ฏฏฏ؀د؀   ఏ؀؀  ฏฏد؀؀ฏ؀  ؀ฏฏฏฏฏ؀  ฏ5ฏฏฏฏ5  ฏฏ)ฏ  ؀ଏฏ؀  ฏฏฏฏฏฏ  ؀ฏฏ؀  ؀ฏฏ  ฏ)ฏ5  ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀

  ؀ฏฏ؀ฏฏฏฏ؀ ؀ฏ ฏฏ؀ฏฏฏ ฏฏد؀؀ฏ؀ ؀ฏฏฏ؀ . ؀ฏฏฏ�ฏ؀ ฏ�ฏฏ ؀؀ฏฏฏ؀ ؀ฏ ฏ�ฏ�؀؀ฏฏ؀ ฏฏ؀؀ฏฏ؀ ؀ฏ دଏدฏฏ؀ ؀ฏฏฏ دฏد؀ ؀ฏฏฏฏ

ฏฏد؀؀ฏ؀ ฏฏଏฏ د؀ฏฏฏ؀ ฏฏ ฏฏฏฏฏ؀؀ ؀ฏฏ ؀ଏฏฏฏฏ ฏ5ฏฏฏฏ ฏฏฏฏ5ฏ؀ ฏฏ؀؀ฏ ฏฏฏ؀ 

- ؀ ฏ�ฏد؀ฏฏ ؀ฏฏ؀  ฏฏ؀؀ฏฏฏ؀  ฏฏฏ)  ؀ଏฏ ฏ�ฏ؀ฏฏ؀  ؀ฏฏฏฏฏฏฏ؀  ฏฏ  ؀ฏฏ؀ฏฏ؀ ؀ฏ�ฏฏฏ  ؀؀ฏฏฏ ฏฏฏฏ ฏฏฏ؀)  ؀؀؀ଏฏฏฏ  ؀ฏฏ؀

  ؀؀؀ฏ؀ ฏ�؀ฏฏฏฏ؀ ؀ฏฏฏฏฏ؀؀ ؀ฏ ฏฏد؀؀ฏฏฏ؀ ؀ଏدฏฏฏ؀ ฏฏฏଏ ฏฏฏ ؀؀؀ฏ5 ฏฏฏ)ฏ ฏฏฏฏ ฏ�ฏฏฏฏฏฏ؀ ؀ฏ5ฏฏฏฏฏ؀؀ ฏ�ฏ؀ଏฏ؀ ؀ଏدฏฏฏ؀

  . ؀ฏฏد؀؀ 

-ฏ  ฏฏ)ฏ ؀ଏฏ؀ ฏฏฏฏฏฏ ؀ฏฏ؀ ؀ฏฏ ฏ)ฏ5 ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ฏฏฏฏ  ฏ�ฏ�؀؀ฏฏ؀ ฏฏ؀؀ฏฏ؀ ؀ฏ دଏدฏฏ؀ ؀ฏฏฏ ؀دฏد؀ ؀ฏฏฏฏ ฏ5ฏฏฏฏ5

 . ؀ฏฏฏ�ฏ؀ ฏ�ฏฏ ؀؀ฏฏฏ؀ ؀ฏ 

2 (  ฏฏد؀؀    ฏฏଏฏ ฏฏฏฏ ฏฏ؀ �د؀؀�ฏ�ฏฏ�ฏฏ؀ ฏฏฏ؀ฏ؀ ؀ฏ�ฏฏ؀ ฏฏฏ ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏ�؀؀ � ؀ฏ ؀؀؀ฏ ؀�؀ฏ

 ฏ  ฏฏدฏฏ  ؀(؀؀ฏ  ؀ฏฏฏ؀؀  ฏ�ฏ؀ฏ  ฏฏฏฏฏฏฏ؀  ฏฏ؀؀ฏฏ؀  ฏฏฏฏ؀ฏ  ؀ଏฏدฏฏฏฏฏ؀  ؀ฏ�ฏฏ؀  ؀ฏ  ؀ฏฏฏฏ ฏฏฏد؀   ؀ฏ5ฏ؀ฏฏ  ؀ฏฏฏฏฏ

ฏ  ؀؀ଏଏฏฏฏ؀  ؀؀ฏฏ؀  ฏ�؀ฏฏฏฏ؀  ؀؀ฏฏฏ؀؀  ฏد�ฏฏฏฏฏ؀  ؀؀ฏฏฏ؀  ฏ�ฏ)  ؀ฏฏฏฏฏ؀  ؀؀؀ฏ؀  ฏฏد�ฏฏ؀؀  ؀ฏ؀؀ฏฏ؀  ؀؀ฏ_؀ฏ  kدฏฏฏ  ฏฏฏฏ

2019  . 

 ฏฏฏ؀ฏ؀ ؀ฏ�ฏฏ؀ ฏฏฏ ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏฏ ฏฏฏฏฏฏฏ؀ ฏ�ฏد؀ଏฏฏ؀ ฏฏد؀؀ฏ؀ ฏฏฏฏฏ ؀؀ฏ ؀ฏ5ฏ؀؀ ؀ฏ ؀ฏฏ ؀ฏ ؀ฏ

 ฏฏ�ฏฏ؀ ฏฏฏ ฏฏد؀؀ฏ؀ ؀ฏฏฏฏ ؀ ฏฏฏ؀؀ ฏ�ฏ؀ฏ ؀ฏ�ฏฏฏ ฏ�104  ฏฏ؀ ؀ฏ ฏฏฏฏฏฏ؀ ฏଏฏฏฏฏ؀ ฏฏฏฏ ؀ฏ�ฏฏฏ؀120   ؀ฏ�ฏฏฏ؀



ฏฏฏฏ�ฏฏ؀ฏฏ��
 

 
4 

  ฏฏฏฏ؀ฏฏ ฏฏฏฏฏฏฏฏ) ؀ ฏ�ฏฏฏฏฏ؀ ؀ଏฏฏฏฏد؀؀ ؀ฏฏฏ؀ ؀ฏ ؀22  Spss ؀ฏฏ ؀ฏ ؀؀ฏ؀ ฏฏد؀؀ฏ؀ ؀ฏ�ฏ؀ฏ ؀ฏ5ฏฏ؀؀ ؀ฏ5

ฏฏฏฏฏ؀ ฏฏ؀؀ ؀ฏ؀ฏد؀ ؀ฏฏ ฏฏฏଏฏฏฏ؀ ฏฏد؀؀ฏฏ5 ฏฏฏฏฏ؀ ؀ฏฏฏ�ฏฏ؀ ฏฏฏ  ؀؀ฏฏ ؀ฏฏฏฏฏ؀ ฏฏ؀ ؀ฏ ฏฏ)ฏฏ ฏฏฏฏฏ ؀ฏ؀ ฏฏฏ؀ ฏ

  . ฏฏد؀؀ฏ؀ ؀ฏ�ฏ؀ฏ ฏ�ฏฏ 

  � ฏฏଏฏฏ؀؀د ؀ฏ؀ ฏ5؀ฏ؀ ؀ฏ ؀ฏฏฏฏฏฏ؀ ฏ�ฏ؀ฏฏ؀ ฏฏฏฏฏฏ؀ ؀ฏ5 ؀؀ฏฏ ฏฏ) 

- ฏ5 ฏฏฏฏฏ؀؀ ؀ฏฏฏ؀؀؀ ؀ฏ5 ؀ฏ�ฏฏ؀ ؀ฏฏฏଏ  ؀؀ଏฏ) ฏฏฏ5 ؀�؀ฏฏ؀ ؀ฏ�ฏฏฏ ؀ฏฏฏ. 

-  ฏฏฏฏฏ5 ฏฏฏฏฏ؀ ؀ฏฏฏଏ ؀ฏ ؀ฏฏ؀ ฏ�ฏฏฏଏฏ؀؀؀؀ ؀ฏ�ฏฏฏฏ؀  . 

-  ฏฏฏ ؀ฏฏฏ؀ ฏฏ؀؀ฏ5 ؀ฏฏ ฏฏฏ ؀ฏ�ฏฏ؀ ؀ฏ ؀؀ଏฏ) ฏ5ฏฏtrivag0  . ฏ�ฏฏ�ฏ ฏฏฏ؀ ؀ฏ�ฏฏฏ ฏฏฏ ฏฏฏฏฏฏฏฏ5 ؀؀ฏ؀ฏ�؀ ฏ؀ଏฏ؀ 

 

2 ( Munzel, A.,  (2011), Tapping the Potential of Online Guest Reviews� The 

Mindness Hotel Bischofschloss Case, Ludwig-Maximilians-

UniversitätMünchen 

؀ฏฏฏฏ ؀؀؀؀؀ฏ ؀ฏฏ ฏฏฏฏ؀د؀ ଏ؀؀ฏฏ ฏ)ฏ5د ؀ฏฏฏฏฏฏฏ5 ؀ฏฏ�ฏฏฏฏ؀ ฏฏ؀؀ฏ ฏฏฏ ฏฏฏฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏฏฏ5 .ฏฏฏฏฏฏฏ؀د؀؀  

  ฏฏฏ ؀ฏฏฏฏ؀ ؀ฏ ฏฏدฏฏฏ؀ ؀ฏฏฏ�ฏฏ؀TripAdvisor    ؀ฏ ฏฏ؀ ؀ฏฏ�ଏฏฏ ؀ฏฏ ؀ฏ ฏଏฏฏฏ؀ ฏฏد؀؀ฏ؀ ฏ؀ฏ ฏฏฏฏ ؀2؀211  

 ฏฏ؀ ؀؀_ฏฏ ؀ฏฏฏฏฏฏฏ؀ ؀؀ฏ ฏฏฏฏ؀ฏฏฏ ฏ�ฏ�ฏ؀ฏ؀ ؀؀ฏ ؀؀ฏ؀ฏฏ؀.  ฏฏد؀ฏ؀ฏ .ฏ؀ฏ ฏ؀د؀ 

  .؀ฏฏฏ؀ฏฏฏ ฏ_؀ฏฏฏ؀ ฏฏฏฏฏ؀؀ ฏฏฏ5ฏฏ؀ ฏฏฏฏฏ؀ ฏฏฏ ฏฏฏ د؀ฏฏฏฏฏ ؀ฏฏฏฏ؀  ؀ฏฏ�ฏฏฏฏ ؀؀ฏฏฏ ฏଏฏฏฏ ؀؀؀ฏ؀ ؀ฏ ؀ ฏ؀؀

  7ฏ؀ฏฏ  ؀  ؀ฏฏ�ฏฏฏฏ؀ ฏدد   ฏฏ  ؀؀ଏฏ)  ؀ฏฏฏฏฏ؀  ฏฏฏ  ؀؀ฏฏฏ؀  ؀ฏ؀ฏ�ฏฏฏ  ؀ฏฏ  ؀ฏฏฏ؀؀ฏฏ؀  ؀ฏฏ�ଏฏฏ  ฏฏฏ؀؀  ؀  ؀ฏ؀ฏฏฏ؀

.ฏ�ฏฏ�ฏฏ؀ ؀ฏฏฏ؀ฏฏ ฏ�ฏ؀؀ฏฏฏ؀ ฏฏ؀؀ฏฏد؀د؀ฏฏฏ5 ฏ؀؀ฏ5ฏ؀؀ ؀؀ฏ؀؀  
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  .ฏฏฏฏଏ؀ ฏ)ฏ5 ฏ�ฏدฏฏฏ؀ ؀ฏ_؀ฏฏฏ ؀�ଏฏฏ ฏฏ؀؀ ؀ฏଏฏ� ؀ฏฏฏฏ؀؀ ؀ ฏฏد؀؀ฏد؀ ؀ฏ؀ ؀ ฏ؀ฏฏฏฏ 

ฏ؀ ؀ฏฏ�ฏฏฏฏ؀ ؀ฏฏฏฏدد ؀ฏ ؀ฏฏ؀ ฏฏฏ ฏ�ฏฏฏฏฏ د؀ฏ�؀ฏ د؀ฏฏฏ؀ ؀ฏ ؀ฏฏฏฏ؀ ฏฏ؀ฏ ؀ฏฏฏ؀ l؀ฏฏฏฏ؀ ฏଏฏ� ؀ ฏ ؀ฏ5؀؀؀  ؀؀ฏฏฏ

ฏฏ ฏฏد؀؀ฏ؀ ฏฏฏฏฏ ؀؀ฏ ؀ฏ دฏ؀ ؀؀ ฏฏฏฏฏฏ5د؀. ؀ฏฏฏ؀؀ ؀ฏฏ �   

-  ฏฏฏ ؀د؀د ฏฏฏฏ k؀ ฏฏ؀؀؀ฏฏ ؀ฏฏฏฏ؀ ฏฏฏ؀؀ฏ ฏฏ؀؀ฏ ฏฏฏ ؀ฏฏ�ฏฏฏฏ؀ ؀ฏฏ ฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏ ؀ ؀؀ฏଏ د؀ฏฏฏฏ؀؀ ؀

 .ฏ�ฏฏฏ 

 

4 (  L´étude de JiheneHananaAbdennadher autour� « L’influence de bouche à oreille 

électronique (ewom) sur le comportement du  consommateur »,Thèse publié,Ecole 

doctorale Augustin Cournot,université de Starbourg,France,2014 . 

 ؀ฏ5ฏد؀ ؀ฏଏฏฏ؀  ؀ฏฏ ؀ଏฏฏฏ lدฏ ฏฏ ฏฏฏฏ؀ ؀ฏฏฏฏeWOM  ؀ฏฏฏฏฏฏ؀؀ ؀ฏฏ ฏฏฏ  ฏ�ฏฏ)ฏฏ؀ ؀؀؀ ؀ฏ ؀ଏฏ5

ฏ�ฏฏฏฏ؀  � 

  ฏฏฏฏ؀ ؀ฏฏฏฏ ฏฏ ฏฏeWOM  ฏฏฏฏ؀ ฏฏฏ؀؀ ฏฏ ฏฏ ؀ฏ�ฏฏฏ5 ฏ�ฏ؀ฏฏ؀؀؀ ؀؀ฏฏ؀ ฏฏฏ ؀ฏ؀ฏ ฏฏฏ؀eWOM   ؀؀؀ฏ ฏฏ

؀ฏ�؀ฏฏฏ ฏฏฏฏ ؀؀ ฏฏฏฏ ؀؀؀ฏ 

 
 � ฏฏଏ ฏฏ) ฏฏฏฏฏฏ؀ ؀ฏฏ)ฏ 

-   ฏ؀ฏฏฏฏฏ؀  ฏฏฏฏ؀ฏ؀ ฏฏ؀  .ฏฏฏฏ ฏ)ฏ5 ฏ�ฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀؀؀ ؀؀ฏฏ؀ ฏ�ฏ ฏฏฏ ฏฏฏฏଏ؀ ฏ)ฏ5 ฏ�ฏฏฏଏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏ؀ฏ

  ฏฏ ฏ�ฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏฏ ؀ ฏ؀ฏ�ฏฏ ؀ฏฏ�ฏฏฏ؀؀ ؀ฏ ؀؀)� ฏฏدฏฏ ؀ ฏฏ؀؀ฏ؀ ฏฏ .؀ฏฏฏฏ؀؀ ؀ฏ ฏฏฏ دฏฏฏ� ฏฏ؀ଏฏฏฏฏ
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 ฏฏ؀  ؀؀ฏ  ؀؀)�  ฏฏدฏฏ  .ฏฏ؀ଏฏ  ؀ฏ  ؀ฏฏ؀  ؀؀؀ฏฏ؀  ฏ�ฏ  ฏฏฏ  ؀ฏ؀ฏ  ฏฏฏ؀  ؀)ฏ�  ؀ ฏฏدد؀   ؀ฏฏฏ5  ฏ؀�؀ฏ  ؀ฏฏ�ฏ

  .ฏฏฏฏฏ؀؀ ؀ଏฏ؀ ؀ฏฏฏ ؀ฏ ฏฏฏฏฏ؀ ฏฏ؀)ฏ ؀�؀ฏฏ ؀ฏฏฏฏฏฏฏ 

-   ؀؀؀ฏ ฏฏ؀ k؀دฏ؀ ฏ�ฏฏฏଏ؀ ฏฏฏฏฏ؀؀ ؀ฏ ฏ�ฏ؀ฏ؀ฏฏدد؀ ؀؀ฏฏฏ؀ ؀ฏฏฏฏฏ؀؀؀ ؀ ฏ�ฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏ؀ฏ ؀ ؀؀)ฏ�

�ฏ  ฏฏฏ ฏ�ฏฏฏଏฏ؀  ฏฏฏฏ؀ฏ؀  ؀ฏ؀ฏ  ؀ ฏฏ�ฏฏฏ؀ ฏฏฏฏฏ  ฏ5ฏฏฏฏ5  .ฏ5 ฏ�ฏ؀ฏฏد ؀؀ଏدฏฏ؀  ฏฏฏฏฏ؀  ؀ฏ ؀ฏฏ؀ ฏ�ฏ؀ฏฏ؀  ฏ

  .ฏ؀5ฏฏ ฏฏଏฏฏ ฏฏ�ฏฏฏ؀؀ ฏ؀ฏฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏ؀ฏ ฏฏฏଏฏ ؀ ฏฏ؀ଏฏ 

-   ฏฏฏฏ؀؀ ؀ฏฏ .ฏ�ฏ؀ฏฏ؀ ฏ�ฏ ฏฏฏ ؀ଏฏ) ฏ)ฏ5 ؀ฏ؀ฏ ฏฏฏ؀ ฏฏ ฏ؀ฏฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏฏ ؀ l؀ฏฏ؀ ฏฏฏฏฏ ฏ5ฏฏฏฏ5

  ؀ฏฏฏฏ ฏฏฏฏ ؀ฏ ؀؀ଏฏ؀ ؀ฏฏฏ ฏฏ؀ ฏฏฏฏฏ؀ ฏଏฏฏฏ ؀؀؀ ؀ฏ دฏ ฏฏฏ ฏ�ฏฏฏฏ؀؀ ฏ�ฏฏฏଏฏ؀ ؀ ฏ�؀ฏฏ؀  ฏฏฏ د؀ฏฏฏฏ5

  .ฏฏฏฏฏ؀ ฏ�ฏ؀ฏ؀ฏ ؀ฏฏ؀ ฏฏ�؀؀5 

ฏ؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀؀ଏฏฏ(ฏฏ؀��

 ؀؀ฏ ฏฏฏฏฏ��ฏฏ ฏฏ5ฏฏฏ؀ ؀ฏฏد؀؀ฏ؀ ฏฏฏ د؀ฏฏฏฏ؀؀   �ฏ�ฏฏฏฏ؀ ฏ�ฏฏ)ฏฏ؀؀؀ ؀ ฏฏฏ)ฏ�  

�ฏ؀ �؀ฏ'ฏ؀ �؀ฏ �ฏฏ��؀ฏฏ�؀؀ଏฏฏฏ��؀ฏฏ'ฏ؀ �ฏฏฏ' �؀ฏ���ฏ5ฏ؀؀ฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀��؀ฏฏฏ؀��؀؀��ฏฏฏฏฏ؀؀�؀؀؀ฏฏء��؀؀ฏ؀ف ฏฏى� �(

�؀؀2؀ฏ؟؀��

ฏ؀ ฏଏฏฏฏฏฏ؀ ฏฏ ؀ฏ5ฏ؀ ฏฏଏฏฏ5ฏଏ ؀ฏ�ฏฏ)ฏฏ؀ ฏ؀ฏ ฏฏฏ ؀؀ฏ؀ฏ؀ ฏฏ؀ ؀ฏ؀ ฏ�ฏ؀ฏฏ؀ ฏฏฏฏฏ؀ ฏฏ ؀؀ฏ؀ฏฏฏ�ฏ �  

�   ؀ฏ؀ฏ ฏฏ ؀_؀؀؀ฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀   

�  ฏฏ ฏ؀ ؀ฏฏ ؀ฏ؀ ؀ฏ؀ฏฏฏ؀ ؀ฏฏ ؀ฏฏ؀ฏฏฏฏ؀ ฏฏฏ ؀؀ฏฏฏฏ ؀_؀؀ฏ؀ ฏฏฏ�  ؀ฏ؀ฏ؀ ؀ฏฏ ฏฏ ؀؀ฏฏฏฏ؀ ؀؀ฏฏدฏ  ؀؀

ฏฏฏد؀ฏ؀ ฏฏฏ 7ฏฏ ؀(؀ଏ؀ 

�  ฏฏ  l؀ฏฏฏฏ؀ฏฏ�ฏฏฏฏ؀)ewom ( ฏ�ฏฏฏଏฏ؀  ؀ ฏ�ฏฏฏฏ؀ฏ؀ ؀ଏฏ ؀ฏ ฏ�ฏฏ ؀ฏ ؀ฏ5ฏد ؀ฏฏฏ؀ ؀؀ฏฏ؀ฏฏฏ 
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� ฏد ؀ฏ5ฏ؀ ؀ฏ ฏฏ  ؀ฏฏ ؀؀ଏฏฏฏ  دฏฏ5ฏ؀ ฏฏฏ5 ؀ฏ   ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀  (؀ฏฏฏ؀؀  ؀  ฏฏฏฏฏ؀د؀؀؀ฏฏ؀  ؀؀ฏฏ؀ ฏฏฏ (

 ؀_؀؀ฏ؀؀ 

  ؀ฏ ฏฏฏ؀ฏ؀ ฏฏ؀ ฏฏฏ)ฏ� ฏฏد؀؀ฏ؀ ฏ�ฏฏ)ฏ؀�ฏ؀ฏฏ؀ ؀ฏ  �ฏ�ฏฏฏฏ؀ 

 -ଏ؀ฏد ؀ฏ؀  ؀ଏฏ ฏ�ฏฏฏฏ؀ ฏฏฏ؀؀؀ دฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ฏ�؀ฏฏฏฏ؀ l؀ฏฏฏ دฏฏ ؀_؀؀ฏ؀ ؀ฏฏ؀؀5%  

- ฏد ؀ฏ5ฏ؀  ؀ฏฏ ؀؀ଏฏฏฏ دฏฏ5ฏ؀ ฏฏฏ5 ؀ฏ  ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀   ؀ฏ ؀_؀؀ฏ؀ ؀ฏฏ؀ ฏฏฏ؀ฏฏฏ؀. 

� �ฏ5ฏฏ؀ฏฏ؀؀؀ฏ؀���

� ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏ؀ ฏฏد؀؀   ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏฏ  ฏฏ؀_؀؀ ؀ฏ؀  .ฏฏฏฏ؀ ฏฏฏฏฏฏ5؀ 

�  lدฏ k؀ ฏฏ؀ ฏฏ؀ฏฏ؀ฏ؀ฏ   ฏ�ฏد؀ฏฏ ؀ ฏ�ฏ؀ฏ؀ฏewomدฏฏ  ฏฏฏฏ؀ฏ�ฏฏ؀ /  .ฏฏଏฏฏ ฏฏدฏ 

�  .ฏฏدฏ ؀؀ ฏฏฏฏ  ฏฏฏ ؀)ฏฏฏ ؀ଏฏฏ؀؀ ؀ฏฏฏ ฏฏฏ ؀_؀؀ฏد ؀ฏฏฏ� lدฏ k؀ ฏฏ؀ ฏฏ؀ฏฏ 

�   k؀ฏ؀؀ฏฏ؀  ฏฏد؀؀ฏ  ؀ฏ�ฏฏ؀  ฏฏ  ฏฏฏฏฏฏฏ؀  ฏฏ؀؀ฏฏ؀  ฏฏฏฏ؀  ฏฏ ฏ؀؀ฏฏฏ؀د؀   ฏ�ฏ؀؀ฏฏฏฏ؀  ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀  ฏ)؀ฏฏ

 . ؀ଏฏฏฏฏฏฏฏ؀ ؀ฏฏฏ؀ฏ  

� ؀؀ฏ؀ฏฏ؀�؀ฏ5ฏฏ؀�؀؀؀؀ฏฏ��

� ଏฏฏ؀ ؀ଏدฏ ؀؀ฏ؀ฏ ؀؀؀ฏ؀ l؀ฏฏฏ ฏฏฏ د؀؀؀ฏฏ؀ ฏ k؀ฏ؀؀ฏฏ؀ . 

�  ؀ฏฏฏ ฏฏ ฏฏฏฏ د؀ฏฏฏฏฏฏ5 ؀ฏ�ฏฏ؀ ฏฏฏฏฏฏ5؀ ฏฏ؀ ؀؀ฏ؀ฏ ฏฏฏ ฏฏฏฏฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏฏฏ؀ ؀ฏฏฏฏ؀ .��؀ฏฏฏ؀ 

� ��ฏฏ؀؀؀ฏ؀�؀؀؀ฏ�

�ฏ5ฏฏ(ฏฏ؀؀؀؀ฏฏ؀ ฏฏ؀ฏฏฏ ฏฏฏ ฏ�ฏ�ฏ؀ฏฏ؀ ฏฏد؀؀ฏ؀ ؀ฏฏฏฏ�؀ฏฏฏฏฏ ฏ�ฏ؀ ؀ฏฏ_؀ ؀ฏ .�

ฏ5ฏฏ؀ฏ؀؀؀؀ฏฏ؀�؀؀ฏฏ ؀ฏฏ ؀ฏ د؀ฏฏฏฏ؀؀ ؀ฏฏฏ؀ ؀ฏ ฏฏد؀؀ฏ؀ ฏ؀ฏ ؀؀ฏฏ؀2021  ؀؀؀ฏ ؀ฏฏ ฏ�ฏฏ ฏฏ؀2021  .  

� ��ฏฏ؀؀؀ฏ؀�ฏ5ฏฏฏฏ�
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     ؀ฏฏฏدฏ  ؀ฏ  ؀ฏฏฏฏฏฏ؀  ؀ฏ�ฏ؀ฏฏ؀  ฏฏฏ  ؀ฏ5ฏฏ؀  ؀ฏ5ฏ؀  ฏ�ฏฏ)ฏ؀  ฏฏฏ  ฏ5ฏฏฏฏ ฏฏدฏฏฏ؀   ฏฏฏ    ฏฏฏ؀ฏ؀  ฏฏฏฏฏ؀

  ฏฏ ؀ଏฏ5 ؀ฏฏฏଏฏฏฏ؀ ฏฏ؀ଏฏฏฏ ฏฏ ฏฏ ؀؀ฏฏ؀؀ ؀ ฏฏ؀ฏ ؀ฏ ؀ฏฏฏ�ฏฏ؀؀ �ฏฏฏฏฏ؀ ฏฏฏ ฏฏ؀؀؀ ؀ଏ ฏฏدฏ k؀ฏ؀ ฏฏଏฏฏฏฏ؀

ฏฏ د؀؀ฏฏฏ؀ ��؀ ؀؀ฏ ฏฏฏ؀ฏ؀ ฏฏฏฏฏ؀ ฏฏฏ دฏฏฏฏฏ؀ ؀ฏ k؀؀ฏฏ؀؀ ؀ฏฏ؀�ฏ�ฏฏฏฏ؀ ؀ฏฏฏ�ฏฏد؀ ؀ฏ  

-  .ฏฏد؀ฏฏ؀ ฏ5ฏ)ฏ ฏฏ  د؀ฏ؀؀ฏฏฏฏฏد؀؀ฏฏ؀؀ ؀ฏ؀ฏฏฏ5 ฏฏฏฏ ฏฏฏ ฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏฏฏฏ ฏฏฏ ؀ฏ؀ฏ؀  

-  .ฏ�ฏฏฏ ฏฏฏฏ؀ ؀؀ฏฏ5؀ 

    - ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ) l؀ฏد؀ ؀ฏฏฏ. 

     ؀ฏ�ฏฏฏ؀ ฏ؀�؀ฏฏد؀د   ؀ฏ  ฏฏଏฏฏฏฏ؀  ฏฏฏฏฏ؀  ฏฏฏ ฏฏฏฏฏ؀د   ؀ฏ  ฏฏ�ฏ؀ฏฏ؀  ؀؀ฏฏ؀  ฏฏ  ฏฏ؀  ฏฏ؀؀ฏฏฏ؀؀   ؀ฏฏ

ฏ؀ฏฏ؀ฏ؀ฏฏ؀د؀؀ฏฏฏฏฏ ؀ฏ ฏฏଏฏ ฏฏฏ   ฏଏฏฏฏ؀ ฏฏฏฏฏฏฏ؀؀ฏฏฏدد د؀؀ฏ5 ؀ฏฏ k؀ฏ؀؀ ؀ฏ؀ฏฏ؀ ؀ฏଏ ฏฏ�ฏ ؀ฏฏ؀؀؀ ฏฏ؀ฏฏ دฏฏ

ฏ ฏฏฏฏଏ k؀ฏ؀ ؀؀ฏฏฏ�ฏฏฏฏ؀ ฏଏฏฏฏ؀ ฏฏฏฏฏฏ ฏฏ؀؀ฏ د؀؀ฏฏฏ؀ ؀ฏ ฏฏฏฏدฏ ¦ฏฏฏฏฏ؀ ฏฏ ฏฏ�ฏ؀ฏฏ؀ ؀ฏฏฏฏ؀ ؀ฏ�؀ฏฏ  ฏSPSS 

v26  . 

� �ฏฏ؀؀؀ฏ؀�ฏ(5ฏ��

ฏฏ)ฏฏ؀ ฏฏฏฏฏฏฏ ؀ฏ�ฏ؀ฏฏ؀ ؀ฏ5ฏฏ؀؀ ฏฏ؀؀؀ฏฏ؀ ฏ�  ฏฏ�ฏ؀5 ฏฏฏฏฏฏ ฏฏฏฏ�؀ ฏฏدฏฏ5 د؀ฏଏ  k؀ฏ؀ ؀ฏ5ฏ؀  ؀؀ฏ ؀�ฏฏฏฏ ฏฏฏฏ

 .ฏฏ�ฏ؀ฏ ฏฏฏ؀ ؀ଏ�؀؀ฏ ؀ଏฏฏฏ ؀؀؀ฏฏ ฏฏฏฏ ฏฏ؀ ؀ฏฏฏ؀ 

  ؀؀؀ฏฏ؀ ฏฏฏ؀ฏฏ ؀؀ฏ؀ ؀ฏ5ฏฏ؀ ฏฏ ؀ଏฏฏ5ฏ ฏฏฏ k؀ฏฏ� k؀ฏ؀ ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏฏ ؀؀ฏ؀ ฏฏฏฏ؀ ؀�ฏฏฏฏ ฏฏฏฏ

  ฏฏฏฏฏ؀ ؀ଏฏฏฏ ؀ฏฏ؀؀ฏฏ؀ ؀ฏ؀؀؀ ؀ฏ ؀؀؀ ฏฏدฏฏ5؀ ؀ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏฏ5 ฏฏฏฏฏฏฏ؀ ؀�ฏฏฏฏฏ؀؀ ؀ฏ؀ ฏฏ؀

ฏଏฏ  ؀ฏ�ฏ؀؀ฏฏฏฏ؀؀  ฏ�)ฏฏฏฏ؀  ฏฏ؀؀ฏฏฏ؀  ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀ ฏฏدد؀؀   ؀  ؀ฏฏฏฏ  ฏฏ؀  ฏฏฏ؀؀ฏ  ฏฏฏฏฏ؀  ؀ฏ5ฏฏ؀  ฏฏ  ฏฏ
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  ؀ฏฏฏ؀  ฏฏฏฏฏ  ฏ�؀؀ฏ  ؀؀ฏฏฏ  ฏฏ؀  ؀؀؀ฏฏ؀  ฏฏ؀  ฏฏฏฏฏฏ5  ฏฏฏ  ฏฏฏฏฏฏฏ؀  ؀؀ฏฏ؀؀  ؀ฏد�ฏฏฏ؀  ฏฏ  ฏฏ؀ଏฏฏฏ  lدฏ؀  ฏ�ฏ؀؀ฏฏฏฏ؀

 .؀؀؀ฏฏฏ؀ 

  ฏฏ؀  ؀؀ฏ؀  ؀ฏ5ฏฏ؀  ฏฏ  ฏฏฏ؀؀ฏ؀؀ଏฏฏ5ฏ  ฏฏ؀  ฏฏ�ฏฏฏฏ  ฏฏฏฏ  ฏฏฏฏฏ؀  ฏฏฏฏ؀  ฏฏ  ฏฏ؀   ฏฏ؀ฏฏฏ  ฏฏ؀  ؀ฏ  ؀�ฏฏฏฏ  ؀ฏ

 ؀_؀؀ฏ؀  ฏฏ  ฏฏฏଏฏ؀؀ฏฏฏ؀  ؀ଏฏฏฏฏ  ؀ฏ�ฏ؀ฏ  ฏฏ؀  ฏฏฏฏฏฏ5  ؀_؀؀ฏ؀  ฏฏ؀  ؀ฏ�ฏ  ฏ�ฏ�)  ؀؀؀ฏ؀  ฏฏ  ؀ฏฏଏฏฏ؀؀  ฏฏฏฏฏฏ؀

  ฏฏ؀؀؀ ؀ฏฏ؀ ฏฏ؀ฏฏ ฏฏ�ฏ؀ฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏ؀ ฏฏฏฏฏฏ5 ฏฏฏ؀؀ฏ؀ฏฏ؀؀ฏ؀_؀؀؀؀ฏ؀ ؀ฏฏ؀؀ ؀ฏ ؀�ฏฏฏฏ ฏฏ؀ ฏฏฏ؀؀ฏ ฏฏฏฏฏ؀ ؀ฏ5ฏฏ؀

  ฏฏ؀د؀ଏฏ؀ ؀ฏฏฏ ฏ�ฏ�) .ฏ5؀ฏฏ ฏฏฏฏฏฏฏฏ؀ ؀ฏฏ؀ ؀ฏ؀_؀؀ ฏฏ ฏ؀د؀؀؀ ؀ 

  ؀ฏ؀ฏ؀  ฏฏ  ฏฏฏฏฏฏฏ؀؀  ؀ฏฏ؀ฏ  ؀ฏฏ  ฏฏ؀  ฏฏฏฏฏฏ  ؀ଏฏ  ؀ฏ�ฏฏฏฏ؀  ฏฏฏฏฏ  ฏଏฏฏฏ؀  ؀؀ฏ ฏ�ฏ  ฏฏฏ؀ฏฏฏ  ؀ฏฏฏฏ؀  ฏฏฏฏ؀  ฏฏ؀

 .ฏฏد؀؀ฏ؀ ؀ฏ�ฏ؀ฏ ؀ฏ5ฏฏ؀ ؀؀ฏ�ฏฏฏฏ؀ ฏฏฏฏฏ ฏଏฏฏฏ ؀ฏฏد؀؀ฏฏ ฏฏฏฏฏฏ؀ 

 

 

 



 

 

��؀؀ฏ؀�ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀

�ฏ5ฏ؀؀ฏฏฏฏ؀ 



ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀����������������������؀؀ฏ؀�ฏฏฏฏ؀�
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�؀؀ฏ؀�ฏฏฏฏ؀�؀ଏฏฏฏ�

  ฏฏฏฏฏ؀ ؀ฏฏฏ؀ ؀ฏฏฏ� ؀ଏฏฏฏ5ฏ؀ ؀ฏ5ฏ ฏ5ฏฏฏฏ5ฏ ؀ ؀ଏฏฏฏฏฏฏฏฏ ؀؀؀ଏฏฏฏ ؀ฏฏ؀ฏฏฏฏد؀ ؀ฏฏฏ ؀ฏฏد ؀ฏ؀؀؀ ؀ฏฏฏ؀ ؀ฏฏฏ؀ ؀ฏฏฏ�

  ฏ�؀ଏฏฏฏฏฏ5)Word Of Mouth or WOM��؀ฏฏฏ؀ ؀د؀؀؀ ؀ฏد ؀ฏ؀؀(؀ () ؀ ฏฏ؀؀ฏ؀ ฏฏ؀؀ د؀؀ฏ؀؀؀1995  ؀؀ (40  ٪

  ؀ฏฏ؀ฏ ؀ฏ ؀؀  ؀ฏฏฏฏدฏ؀  ؀ฏ�ฏ؀ฏฏ  ؀؀ฏ؀ฏฏଏ  ؀ଏଏ)�؀ฏฏ؀  ؀ฏ  ؀؀ଏฏฏ؀  ؀ฏฏฏฏฏ؀  ฏฏ؀ฏ  ฏฏ؀. ؀ฏ�ฏฏฏ؀  ฏฏ  ؀ฏ؀؀؀ฏ  ฏฏฏ

 ؀ฏ؀ฏฏฏฏฏ؀  ؀ฏ)5ฏฏ؀  ฏฏฏ  ฏฏ؀؀ฏฏ؀  ؀ฏฏฏฏ؀  ฏฏ  ฏฏฏฏ؀  ؀ฏ؀ฏฏฏ؀  ؀؀ฏ؀  ฏฏ  ؀؀ଏฏฏ؀  ؀؀؀ฏฏฏ؀  ฏฏ  ؀  ؀ฏد�ฏฏฏ؀  ฏ�ฏ

 ؀ฏฏد؀ฏฏ؀؀  ฏฏฏฏฏฏฏ؀  ฏ�؀ଏฏฏฏฏ؀  ฏฏฏฏฏ5)  ฏ�؀ฏฏฏ؀  ฏ�ฏ؀؀ฏฏฏฏ؀  ฏฏฏฏฏ؀  ฏฏ؀  ؀ฏฏد؀ฏ  ؀ฏฏ؀  ؀؀ฏฏ؀  ฏฏฏ  ؀؀ฏฏฏ5ฏ؀  ؀(؀ଏ  ؀

eWOM  ؀؀Electronic Word ofMouth .  

ฏ؀ ) ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏe-wom  ؀ฏฏฏ� ؀ฏฏฏฏฏฏ5؀ ؀ฏ؀ฏฏฏ؀ ؀ฏฏ ฏฏฏد؀؀ฏ ؀ฏଏ ฏ�ฏฏฏ ؀؀ ฏ�ฏฏฏଏ؀ ؀ฏฏ؀ฏฏฏ k؀ ฏฏ (

  ฏฏ  ฏ؀�ฏ�ฏ؀  ฏ؀5ฏฏ  ؀ฏฏฏฏฏฏ؀e-wom ؀.  7ฏฏ  ؀ฏ5ฏฏฏ؀؀  ؀ฏฏ؀؀  ؀ฏฏฏ  ฏ5ฏ؀  ؀ฏ�ฏฏฏฏฏฏ؀  ؀ฏ)5ฏฏ؀؀  ؀ฏ؀ฏฏฏ؀  ฏฏฏ5

؀؀ฏ ؀ฏฏ؀ฏฏฏฏฏ ฏฏฏฏฏฏ؀.   ؀ฏฏدฏฏ؀ ؀؀ฏฏฏฏฏฏ؀  

  ؀ଏฏฏฏ؀ ฏ�ฏฏ؀ ฏฏฏ ؀ଏฏฏฏ5ฏ؀ ؀ฏ دଏدฏฏد ؀ฏ؀e-wom  ؀؀ฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏฏ ฏฏ�ฏ ؀ ؀ฏฏฏฏฏฏ؀؀؀ ؀ฏ ฏ�ฏ ฏฏฏ  ؀ฏฏฏ؀ ฏ�ฏฏฏ

؀ฏฏฏฏฏฏ؀ lدฏ ؀؀؀ฏฏ؀ ؀  .ฏฏฏฏฏฏ؀ ฏฏฏ)ฏ� ฏ ฏฏฏ؀ ؀ฏ)؀ฏฏฏ ؀ฏฏฏฏ؀ ؀ฏ�ฏଏฏ؀؀ฏฏ؀ ؀�ฏฏ ฏฏ ؀؀؀ ฏฏ ؀ฏฏ؀ฏฏฏฏ؀ ฏ؀ฏ  

  ؀ฏฏฏฏฏฏ؀؀ ؀ฏ ؀؀ฏฏฏฏ؀ ؀؀ฏ�ฏ؀ฏฏ؀؀؀ ؀؀ฏ؀ ؀ฏ ฏฏ؀ฏฏฏ ฏฏ؀ฏฏฏ ฏฏฏฏฏฏ؀ ฏฏ؀؀ଏ ؀؀ฏ؀ฏฏฏ؀ ฏฏଏฏ ฏฏ ؀؀ฏ؀ ฏฏฏ ؀؀ฏฏ

ฏ؀ฏฏฏ ฏฏฏ ؀ฏฏ�ฏฏฏฏ؀؀؀ ؀؀ฏ؀ ฏ؀ฏ k؀ฏฏฏ ؀؀ฏ؀ ฏฏ؀ ฏฏฏฏฏฏ5 .؀ฏฏدฏฏ؀؀ฏฏฏ ؀ฏฏฏ؀ฏฏฏ د؀ฏฏฏ ؀ฏ ฏฏฏฏ؀ ฏฏฏ ฏฏฏ ؀

.؀؀؀ฏ ؀ฏฏฏ؀؀ ฏฏدฏฏฏฏ؀ ฏฏ؀ ؀ฏ ฏฏฏฏد؀ ؀؀؀؀ ؀ฏฏฏ ؀ฏฏฏ؀ ؀ฏฏ�ฏฏฏฏد ؀ଏدฏฏ ฏฏฏฏฏฏ؀ ฏฏฏ ؀ฏฏฏ؀ ؀ฏ ฏฏฏଏ  ؀�ฏฏฏฏ ฏฏฏฏ؀

� ؀ଏฏฏ5ฏ ؀؀ ฏฏฏฏ؀�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀؀��ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀����ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏ5؀ฏฏ؀�؀ฏฏฏฏ؀�؀ଏฏฏฏ���؀�

��ฏ5ฏ؀؀ฏฏฏ؀� ฏฏ؀؀ฏฏ؀ ฏฏฏ. 

 

1� �ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀؀��ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀��
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��ฏฏฏ)�ฏฏ؀ �ฏ�)�ฏฏ)�ฏฏ؀؀ฏฏ�ฏฏฏ)�؀ฏ�؀؀ฏฏฏฏ؀ �؀؀؀ฏ�ฏฏ؀ �؀؀؀ฏฏ�؀ฏ5ฏฏ؀ �؀؀ฏ�ฏฏ��ฏฏ؀ �ฏฏฏฏฏฏ5�ฏ�ฏ؀؀ฏฏฏ؀ � �ฏฏ؀؀ฏฏ

�.ฏฏ؀ଏฏฏฏ�؀�ฏฏฏଏฏฏأ�

1.1- �ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀ฏฏฏ��

��؀؀�؀ଏฏฏฏ�؀ଏฏ�ฏฏ�ฏฏ؀ฏฏฏ�؀ฏ�؀؀ฏ5ฏ�ฏฏ�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀��؀ฏ�ฏฏ؀ฏ�؀؀�؀؀ฏฏฏ�ฏ_؀ฏฏฏ�؀ฏฏ�؀ฏฏ�؀ฏ�؀؀؀ฏฏ�؀ฏฏ؀

�ฏฏฏ �؀؀ �ฏ�ฏฏฏଏ؀ �؀ฏฏ) �؀؀؀ฏ �ฏฏฏฏฏ �؀�؀ฏฏ؀ �ฏ�؀؀ �؀ฏ؀ฏฏ5 �؀؀ฏ���؀ฏ �ฏ5 �؀ଏ؀�ฏฏฏ؀ �؀ฏฏฏฏฏ �ฏ؀أฏฏ؀ฏأ �،��؀ ؀ฏฏب�

؀؀ฏฏฏ�.��

''ฏ�؀ฏฏ�؀)ฏ�ฏฏ����؀؀�ฏฏ؀ฏ�؀؀�ฏฏฏฏأ�؀�ฏ�؀ฏฏฏ�ฏฏฏฏ�؀؀ฏ�ฏฏฏฏฏฏฏ؀؀�ฏฏ؀ฏฏ؀�؀ଏฏ�ฏฏฏ؀�؀ଏฏ�ฏฏฏฏ�؀ฏฏฏ؀�ฏฏฏأ�ฏฏฏ

''�ฏฏ؀ฏฏ)2001،Walker-Harrison�(3.�

؀ฏ؀��؀ฏฏฏ؀ �ฏฏ �ฏฏ؀ฏฏฏ؀ �؀؀ฏ �؀ฏ؀؀؀ฏ؀����ฏฏ؀ �ฏฏฏ �؀؀ฏ� �؀ଏฏ5 �؀�؀ฏฏฏ؀؀ �k؀ฏฏฏ؀ �؀؀ฏฏ؀ �؀ฏ��ฏฏฏ؀ �؀ଏฏ �؀؀ฏ5ฏ

��ฏฏ؀�؀ฏฏฏฏฏฏ؀�؀ฏ�؀ฏฏ؀ฏฏฏฏฏ�؀ฏฏฏฏฏฏ؀�.��

ฏฏฏ؀ �؀ଏฏ �ฏฏฏ؀ฏ؀ �؀ଏฏ �؀ฏฏ؀ฏฏฏฏ؀ �؀؀ฏ5ฏ؀ �ฏ�ฏฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀ أ�؀ �؀؀ฏฏฏ5ฏ؀ �؀ฏฏأ �؀ฏฏฏ؀ฏ؀؀؀ฏ�ฏฏ؀ �ฏฏฏ �؀ฏ؀ฏ �ฏ��

ฏฏฏب� �؀؀؀ฏฏ؀ �؀؀؀؀؀ฏ؀ �؀ଏฏฏฏฏฏฏฏ؀ฏฏ؀ �؀ฏฏฏ؀ฏ �ฏฏฏ �ฏ ؀ฏأ� �؀ฏ؀ฏ �ฏฏ �،؀؀؀ฏฏฏฏ؀ �ฏฏฏ �ฏฏ �ฏฏ؀؀ฏ �،؀ଏฏฏฏฏฏ��ฏฏฏ؀ �،

ฏฏ؀ฏأ�؀�ฏฏฏฏฏ�؀؀؀ฏฏฏฏ؀�؀ฏ5�ฏฏ�؀؀؀؀ฏฏ��.�

��؀ଏฏ5 �،؀ฏฏ؀ฏฏฏฏ؀ �؀؀ฏ5ฏ �؀؀؀ �؀؀ฏأ �؀ฏฏฏฏ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �؀ฏฏ �ฏ�ฏฏ؀؀ฏฏฏฏ؀����؀؀ฏฏฏ؀ �؀ฏฏ �ฏฏଏฏฏ �؀ฏฏฏฏฏฏ5 �؀ฏฏ

��؀ଏฏฏฏ5ฏ؀�؀ฏ�؀ଏ؀ฏฏ؀�؀؀ฏฏ،ฏฏฏฏฏ؀�؀؀ฏฏ؀�؀ฏ�؀ฏฏଏฏฏฏฏ؀�ฏ�ฏฏฏ�ฏฏ�؀ଏฏ؀ฏฏฏ؀�؀ฏฏฏฏฏ5�؀ଏ؀ฏ؀:��؀ฏ�ฏฏ؀ଏଏฏฏ؀�ฏฏฏ�؀ฏฏ

�؀ฏฏฏฏ؀�ฏ؀ฏ�؀ଏฏ�؀ฏ؀�،l؀ฏฏ؀�ฏ�ฏ�؀ฏฏฏ؀�؀ฏฏฏฏฏ؀�ฏฏฏ5�ฏฏଏฏฏ؀(�؀ฏ�ฏ��:�

 
3Harrison-Walker, L.J. (2001), The Measurement of Word-of-Mouth Communication and an Investigation of Service 

Quality and Customer Commitment as Potential Antecedents, Journal of Service Research, 4 (1), 60-75.  .  
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� : (Robert East and all, 2008) 

؀ฏฏ5   ترفعُ   ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀: ฏଏฏه؀؀ ع؀  ؀5ر�ฏฏ�ฏฏ  ฏฏ  "  ها  ف�ฏا   ؀ଏฏฏهฏฏฏฏ؀  �ฏฏاฏฏها ع؀ ؀ر�  ؀ฏଏ  ฏ�ฏฏر رଏฏ

ฏ�ฏاعฏฏ؀ ฏฏ�رฏ ؀؀ฏฏ اฏ ا؀ ؀عا؀؀ฏ ฏฏ؀ฏ ؀؀ ฏฏฏฏ ؀ฏ�ارฏฏ ฏฏฏ4". ع 

 ؀؀ฏฏ  ا عرفهاฏ(cowles kicker):  ฏฏ؀؀ฏ ฏฏر��؀ฏฏ ؀ فر؀ฏ ؀؀�ฏฏ؀ฏ ฏฏ؀� ฏ؀ฏฏ   ات ؀؀ฏ�ฏฏฏ 5ا؀؀ฏ ฏ�ฏฏع ฏฏฏ�؀

��kارฏฏ رଏฏ ؀؀ار ฏر فฏฏ؀ ؀؀ ؀ଏฏฏهฏฏฏ ؀ଏฏ 5.  ؀ف(ار  

ฏฏ؀ا؀  ؀   ฏฏ؀�WOM  ىฏ؀؀  ع  ؀؀؀ฏฏฏฏ؀  ؀؀  ฏ�ฏฏฏฏ؀  ؀ฏฏ5 ฏฏ؀ر�؀   ؀ଏฏฏهฏฏฏฏ؀  ؀ฏฏ  ฏฏ؀ฏ  ฏฏฏر ��ଏฏر   ฏฏ؀

� ��ฏฏ؀ฏฏ ؀؀ ฏฏ؀ฏ ؀؀ ฏฏฏฏฏ ฏฏଏฏฏ ؀ฏاฏฏWestbrook, 1987 .�6 

� :( Mohammed rezajalilvand, 2012) 

؀؀ฏ ฏه؀؀ ؀ฏ ฏฏฏଏฏ  ฏฏฏ ฏฏฏ؀ر�ฏ ؀؀ ฏฏ“  ฏฏฏฏฏ؀ عฏ�ฏฏ ฏฏ؀ا؀ ؀ଏฏ ฏฏฏه؀ฏ ฏ؀ฏฏฏ ฏ�؀ฏات ؀ ฏฏฏه؀ଏฏฏ ฏ؀ر�؀ “

  ؀ଏฏ هاฏ5ا؀ฏ ات ؀ฏ؀ฏฏฏฏ؀؀ଏฏฏهฏฏฏฏ؀" . 

 ฏ�رฏฏ ฏฏฏฏฏฏ ؀ ؀؀)ฏ� ฏฏ5اฏฏات ؀ฏ�رฏฏฏ؀ ฏฏฏر؀ฏ ؀ฏฏ ؀ฏ :هاฏ؀ ؀ฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏฏ ฏฏاฏ  ฏ؀ฏฏ ا؀ฏฏع5ار؀ ع؀ ؀“

�ฏ ؀ଏฏ ฏ؀ฏฏฏฏฏ؀ ؀ଏر؀  ؀ฏ ฏ� ฏر ؀ฏฏฏ    ؀ଏฏ k؀ ฏฏاع؀ฏฏ ฏฏฏฏ؀ ଏฏ؀ر ر؀ଏฏ ฏฏฏ ฏฏฏฏ؀ه؀؀ଏฏฏ ؀ ଏฏر ؀ฏف؀؀ ฏฏ؀ر  

 
4ฏ؀ �؀؀ฏฏฏ؀ �ฏฏฏฏ �ฏฏ �؀ฏฏ �؀ฏฏฏ � �ฏ�؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀ �؀؀؀ฏ�؀ଏฏฏฏ �ฏฏฏ �ฏ�ฏ؀؀ฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �؀ฏ؀ �؀ଏฏฏฏ؀ �؀ฏฏฏ �ฏฏ؀؀ଏฏฏ؀�ฏฏฏฏฏ �؀ฏฏฏ؀ฏ��ฏ�ฏฏฏฏ

�ฏ�ฏฏฏฏฏฏ؀؀�؀؀ฏฏ؀�،4471،�ص���.��
5MakotoNakayama ،yunwan and Norman sutcliffe, wom or e-wom or somethingelse: how does the web 

affectourdependence on shopping assocition information, Proceedings of the 

SixteenthAmericasConferenceonInformationSystems, Lima, Peru, August 12-15, 2010. P2. 
6Ibid, p27. 
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��ฏ؀ฏฏฏฏฏฏ؀�؀؀ฏฏฏ؀ �؀ฏ �ฏฏฏฏฏ �ฏ ؀ฏ؀ฏฏ؀ �؀؀ฏ �؀ฏ5؀صฏฏฏ �؀ฏฏฏฏ؀ �؀؀ฏ �؀؀)� �؀؀ �؀)ฏ�؀ �،������ฏ�ฏ�؀ฏฏฏ؀ �؀ฏ؀؀ฏฏ؀

ฏฏฏ؀ฏฏฏ�"7�

� �؀ฏฏฏฏ�ฏ5(�؀ฏฏ؀�ฏ5ฏฏฏฏ؀�ฏ�؀ฏฏU�: 

  ฏฏ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀''؀ฏ؀ ؀ฏฏฏฏฏ ฏฏ؀ ��؀ฏฏฏฏ5 ฏฏฏฏฏฏ ؀ฏฏ؀ฏฏฏ ฏ�؀؀ฏ ؀؀�؀ �ฏฏฏ ؀ฏฏฏฏฏฏ؀ ؀ฏ�ฏ”   ฏ؀ฏ ؀؀ฏฏ ؀ฏ

  l؀ฏ؀ ฏ�؀؀ฏฏ؀؀ ؀ ฏฏฏฏฏฏ ؀ ฏฏฏฏฏ؀؀ ؀ฏ ؀؀ฏฏ ؀ฏ  ฏ�ฏ�؀ฏฏฏ؀  ؀ฏ؀؀ฏฏ؀  ฏ)5 �ฏฏฏฏ  ฏ�ฏฏฏ ؀؀ ฏ�ฏฏฏଏ؀  ؀ฏฏ؀ฏฏฏฏ؀

 ؀ฏฏฏ؀؀ ؀ ฏฏଏฏฏฏฏ ฏ�ฏฏ؀ l؀ฏ ؀ ฏ�ฏฏ؀ ¯ฏฏฏ ؀ ฏ�؀؀ฏฏฏ5 �ฏฏฏฏ ؀ฏ ฏฏ) ؀ฏฏฏฏฏฏ l؀ฏخ''...  ؀ฏ؀.8  

2.1-  �ฏ5ฏ؀؀ฏฏฏ؀�ฏฏ؀؀ฏฏ�ฏฏฏ(�ฏฏ؀�ฏ5(5ฏฏ(�ฏฏ؀؀ฏฏ�ฏฏฏ(�؀ฏ�؀؀ฏฏฏฏ؀�؀؀؀ฏ  

ฏ؀ฏ؀ฏฏฏ؀  ؀ฏฏ  ฏฏ  ؀ฏฏ  ؀ฏ  ؀ฏ5ฏ؀  ؀ฏฏฏ5  ฏฏ  ؀ฏฏฏฏฏฏฏ5  ฏฏฏฏฏฏฏ؀  ؀؀؀ฏฏฏ؀  ؀؀ฏ؀ฏ5ฏଏ  ؀؀ฏฏฏฏฏฏฏ؀  ؀ฏ)  ؀

WOM.ฏ�؀ଏฏฏฏฏ؀؀؀ଏฏ؀  ؀ฏฏ  ฏฏ  ฏฏฏฏ  ؀؀ฏ  ؀؀؀ฏ؀؀  ؀؀؀ฏฏฏ؀  ؀؀ฏ5ฏ  ؀ଏฏฏฏฏฏฏฏฏ  ؀ฏ؀ฏฏฏ؀  ฏ�ฏฏ  ؀eWOMฏ�ฏฏฏ  ؀ฏ5ฏ؀

ฏฏฏ؀ ؀ฏฏฏฏฏ؀ ؀ฏฏฏ ฏฏ؀؀ ؀ฏ؀ฏฏฏ؀  ؀ฏ�؀ฏฏฏ ؀ฏฏฏฏฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ؀ฏ)5ฏ� ฏ�ฏ؀؀ฏ؀ฏฏฏฏ؀ ฏฏฏฏ؀ ؀ฏ؀ ؀ฏ �؀ฏฏ؀؀ฏฏ؀ ؀

ฏ ฏฏ�؀؀5 ؀ฏ�)؀ฏฏฏ؀ ؀؀�ฏฏฏฏฏ؀ ؀ଏଏฏฏ ฏฏฏ ؀؀؀ฏฏ؀ ฏ�؀ฏ ؀ଏฏฏ؀؀ ؀ฏ .؀ฏฏ؀ฏฏฏฏ؀ ؀؀ฏฏฏฏ؀  ฏ؀5ฏฏฏ ؀ଏฏ؀ ฏฏฏ؀؀؀ ฏฏ�؀

 ؀ฏฏ�؀؀ฏ�2005 .� 

ฏ�؀؀؀؀  ؀؀ฏ  ฏฏฏ؀  ؀ฏ  ؀ଏฏ  ؀؀ฏฏ؀�  ฏฏฏฏฏฏ  ؀ଏ؀ฏฏ؀  ฏฏฏฏฏ؀  ؀ฏฏฏ؀  ؀؀؀ฏ  ฏฏ5ฏฏฏ  ฏฏฏฏฏฏ5  ؀ฏฏฏ؀  ؀ฏ  ؀WOM    ؀

eWOM ؀ฏ� .�� ؀ฏฏ�؀؀ଏ)�ฏฏ؀ ؀؀ฏฏฏ k؀ ؀؀ฏฏ�؀ (؀؀2010ฏ؀ ؀ฏฏฏ؀ ฏ�؀؀ฏ ؀؀؀ฏ � ؀؀؀ฏฏ   �؀؀ฏฏฏ ฏฏฏฏ ฏฏ  

- �ฏ�؀ଏฏฏฏฏ؀ ฏฏฏฏฏ5 k؀ฏฏฏ؀ ؀ฏฏฏฏฏฏ؀� ฏ�؀ฏฏฏ؀ ฏฏฏฏฏ؀ . 

 
7 Mohammed rezajalilvand;The impact of electronic word of mouth on a tourism destination choice Testing the 

theory of planned behavior (TPB); Research paper accepted, Emerald Group Publishing Limited 1066-2243, Isfahan, 

Iran,p2. 
8 Rebekah Lavelle, What is the relevance of electronic word of mouth (eWOM) in the travel industry and its effect 

on consumer behaviour when reading online hotel guest reviews? Published thesis, Msc in marketing, national 

college of Ireland, 2017, p5 . 
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- ���ฏ�؀ଏฏฏฏฏ؀�ฏฏฏฏฏ5�ฏ؀ฏฏ؀�؀؀ฏฏฏ؀��ฏ؀ฏฏ؀���؀ฏฏฏ؀�

- ฏ؀�ฏ)5ฏ��؀؀ฏฏฏฏ؀�؀ฏฏฏ�

؀؀ฏ؀�؀؀؀ฏฏฏ؀�ฏฏ��ฏ�؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏฏ؀�؀؀ฏ؀ଏ�؀WOM�����ฏฏฏ�ฏ�؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ؀ฏ�ฏ�؀ฏฏ�؀ฏଏ��ฏ�ฏฏฏฏฏ؀�؀؀ฏ�ฏฏฏ؀�ฏฏฏ

��ฏ؀ฏ�؀ฏ�؀؀ฏฏ؀�؀ฏฏ�؀ฏฏ�ฏฏฏ؀�ฏ�ฏ�؀ฏฏฏ؀�؀ฏฏฏฏฏ؀�؀ฏ�ฏ�ฏฏ����؀ฏฏฏ؀�؀ฏฏฏ�؀ฏ�؀ଏฏฏฏ�؀ฏ؀ଏ�ฏ�ฏฏฏ��ฏ�؀ฏฏ��ฏฏฏ؀

�؀ฏ؀ฏ�؀ଏฏ�؀ฏ؀ฏฏฏ؀�ฏ�ฏ؀ฏ؀ฏฏฏ�؀؀؀؀ฏฏฏ؀�؀؀ฏ�ฏฏ��؀ฏฏ؀ฏฏฏฏ؀�؀�؀ฏฏ؀�؀ଏฏฏฏฏฏฏฏ؀�؀ฏฏ؀�؀ฏ�ฏ�؀ฏฏฏ؀�ฏฏฏฏฏ؀�� ؀؀ฏ؀ฏฏ��؀؀

�ฏฏ؀ฏ�؀؀�ฏฏฏฏฏ�ฏฏଏ؀؀ฏ؀�؀؀؀ฏฏ؀�؀ฏฏ5�؀ฏ؀ଏ؀ฏฏ؀�؀�؀ฏฏ؀�؀ଏฏฏฏฏฏฏฏ؀�؀؀ฏฏฏฏ�؀ฏ�ฏฏฏฏฏ؀�؀ฏฏฏ؀�؀؀؀؀�ฏฏ؀؀ฏ؀�؀؀)���

��؀ฏ�؀؀ฏ ؀(�؀ฏ ��؀ฏฏฏฏฏฏ؀ �ฏฏฏ �؀ଏฏฏฏฏฏ ��؀ฏฏฏฏ؀؀؀ �ฏ�ฏ�؀؀ฏ �؀؀؀ฏ� �ฏ�ฏ�؀ฏฏ �؀؀؀؀؀ฏ؀ �ฏฏฏ �ฏฏฏฏฏ؀ �؀؀؀ฏฏฏ؀ �ฏฏฏฏ�

�؀ฏ؀ฏฏ؀ �؀ଏฏฏฏฏฏฏฏ؀ �ฏ�ฏฏ؀ �ฏฏฏ �k؀ฏฏฏ؀ �؀ฏฏฏ؀��؀ฏฏฏ؀ �؀؀؀؀ฏ �ฏ�ฏฏฏ �ฏฏ ��؀)ฏฏ؀ �؀؀ฏฏ �؀ฏฏ5 �؀ଏฏ؀؀ฏฏฏ؀� �؀ฏฏ�ฏ)ฏ5 �؀

��؀؀ �ฏ�؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀ �؀؀ �ฏฏ؀ฏฏฏ5 �؀ฏ؀؀؀ฏ �؀؀ฏ؀ଏ�؀ଏ؀ฏ؀ �؀ଏฏ؀ฏฏฏฏ5 �؀؀؀ฏฏฏ�؀ �؀ฏ؀ฏ�؀)ฏฏ؀ �؀؀ฏฏ �؀؀؀ฏฏฏ؀ �؀ฏଏ ��ฏฏฏฏฏ؀

��؀ฏฏฏฏฏ؀؀�؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�ฏฏฏ�؀؀ฏฏฏฏ5�؀؀ଏฏฏ؀�ฏฏฏ؀ฏฏ؀�؀�؀؀ฏ�؀ฏ��؀ฏฏฏฏ؀ฏฏ�ฏฏฏฏฏ؀ICT؛��Cova�and�Cova��؀

�Muniz؛��2002 and� O’Guinn��؀2001���ฏฏฏฏฏฏ5؀ ����ฏฏฏฏฏ؀ �؀ฏฏฏ؀؀ �ฏฏ�ฏฏฏ �؀ଏ)؀ฏฏฏ �؀ଏฏฏฏฏ �؀؀ฏฏฏฏฏฏฏ؀ �؀ฏ� �؀

� �؀؀ฏฏฏ؀ �؀؀ฏฏ؀ �؀ฏฏKozinetz؀2001�ฏฏฏฏฏ؀ �k؀ฏฏ؀ �؀ฏฏฏฏ؀ �؀ฏ� �؀ฏ �����؀ฏฏฏ؀ �؀ଏฏ �؀ฏ؀ �؀ฏฏ �؀ฏ؀ฏ5ฏฏ؀ �؀ฏฏ �؀

���؀ฏฏฏฏฏฏ؀�؀ฏ)5ฏ��

���������ฏฏ؀����؀ฏฏฏ؀�؀ฏ�؀ଏฏฏ؀�؀؀؀ฏฏฏ؀��؀؀�ฏ�؀ฏฏฏ؀�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏ؀�ฏ�؀ฏฏ�ฏฏ�ฏ�ฏฏ؀eWOM��؀؀ฏฏ��؀؀)ฏ؀��

��ฏฏ؀�ฏ5ฏฏฏฏ5��ฏฏ؀؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏฏ؀�ฏ�؀ฏฏ�؀ଏฏฏ؀ฏฏ؀�؀ฏ�؀ଏ؀ฏฏ؀Litvin�et�al��2008��ฏฏฏฏ�؀��eWOM��ฏ�ฏฏ���

ฏฏฏ5�ฏฏฏฏฏฏฏ؀�؀ฏ؀ฏฏฏ؀�ฏ�ฏ؀ฏ؀ฏฏฏ�؀ฏฏ�؀ฏ�؀ଏฏฏฏฏฏฏฏ؀�ฏฏ؀�ฏฏฏ؀ฏฏ؀�ฏ�ฏฏ؀ฏ؀�؀ଏฏ�؀ฏฏฏฏฏ؀��ฏฏฏ�؀ฏฏฏฏ�؀؀�؀؀؀ฏ

�� �ฏฏ؀ �ฏ5ฏฏฏฏ5 ���ฏฏଏฏฏฏ5 �؀؀ �؀ �ฏฏଏฏฏ �؀ฏฏ؀ฏ؀Chu�;2009��ฏฏ ���؀ฏฏฏ؀ �؀ฏฏ؀ฏฏฏ �؀؀ฏ5ฏ �ฏ�ฏฏฏ� �؀ฏ �؀؀ฏ �؀ฏฏ �؀ ��

���؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ଏฏฏฏฏฏฏฏ؀��
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3.1-����ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀ฏ�؀5ฏฏฏฏ��

��ฏฏฏ؀�؀ฏ؀�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀ฏ�ฏ�؀ฏฏฏฏ؀�؀�؀�ฏฏฏฏฏ؀�؀؀؀ฏฏ��ฏฏฏฏ؀�ฏ�؀ฏฏฏ�؀؀ฏ�ฏฏ؀�؀؀ฏฏฏฏฏ؀؀�؀ฏฏฏฏ؀

؀(��؀ฏ��

� ฏ��ฏ�؀ฏฏ �؀ฏ �ฏ؀ฏ؀ଏฏ �؀ฏฏฏ؀ �ฏ�؀ฏฏฏฏHennig-Thurau� et� al�2004�����؀ฏ�ฏ �k؀� ��ฏฏ؀ �ฏฏฏ �ฏฏ؀ฏ� �k؀ฏ؀ ��

ฏฏฏ�؀؀�ฏฏ؀ฏ�؀؀�ฏฏฏฏ�؀؀ฏ�؀�ฏฏฏ�؀؀�ฏฏ�ฏฏ�؀ฏฏฏฏฏ�ฏଏฏฏ�ฏ؀؀ฏ��ฏฏฏฏ�؀؀�ฏฏฏฏଏ؀���9�

� �؀؀ฏฏ)Park�and�Lee�(��:�"�؀ฏ�؀؀ฏฏฏฏ5�؀؀ฏฏฏ؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ฏฏฏ�ฏ�ฏฏ�ฏฏ�ฏ5؀�؀ଏฏ؀ฏฏฏ�؀؀؀ฏ؀�"�.10�

� �ฏ؀ฏ�ฏฏ)ฏฏ(Henning�Thurau�et�Al)ฏฏฏ؀�ฏฏฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�����؀؀�ฏฏฏฏଏ؀�؀؀؀ฏ�؀؀ฏฏฏ�k؀�

�ฏฏฏฏ�؀ฏฏฏฏฏ�؀؀؀�؀ฏ�ฏฏฏฏ��؀ฏ�؀ଏ؀ฏฏฏ�ฏฏฏฏฏ�ฏ5ฏฏ�؀ଏฏ�ฏฏฏ؀ฏ�؀؀�ฏฏฏฏ�؀ฏଏ��ฏฏฏ�؀ฏฏฏฏฏ�؀؀�ฏฏฏฏฏ؀

��؀�؀؀؀ฏฏ؀��؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ଏฏ؀ฏฏฏฏฏ؀��11�

� ��k؀؀�؀ฏ�؀ଏฏฏฏฏฏ�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏ؀؀ฏ�؀ฏฏ�ฏฏ؀ฏฏ�؀ฏଏ�ฏ�ฏฏฏ�؀؀�ฏ�ฏฏฏଏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀ฏฏ�؀؀�؀)ฏ�

؀ฏฏฏฏ؀�؀ฏ�؀ଏฏ)�؀؀ฏ�ฏฏ�ฏฏฏ)؀ฏฏฏ�؀ฏଏ�؀ଏฏ5�ฏฏ؀ฏ�؀؀�؀؀ฏฏฏ�ฏ_؀ฏฏ�؀؀ฏ���

� �� �ฏฏ؀ฏ؀ฏฏฏฏ؀ �؀؀؀ฏฏฏ5 �ฏฏ؀ฏฏฏ �l؀ฏ؀�ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �؀؀ฏ؀ฏ�؀؀ฏ�؀ฏฏฏฏฏ؀ �؀؀ฏฏฏ �؀؀؀ฏฏฏฏ��؀؀ฏ��ฏ�؀ฏฏฏ؀��k؀ฏ؀��

؀ଏฏଏ��ฏฏฏ��؀؀ฏ؀��؀ฏฏฏฏ؀��ฏฏฏฏฏ؀����ฏ�ฏฏ�ฏฏฏ؀�؀ฏฏฏ�؀�؀ଏ؀ฏฏ؀�ฏฏ؀ �k؀ଏฏฏฏฏ؀ �؀ฏ�؀؀ฏฏฏฏ؀ �؀؀ฏ�؀؀؀�؀ଏฏ�ฏฏ؀؀ฏฏฏ؀

�؀ฏฏฏฏ؀ �؀ฏฏ �؀ฏ �؀ଏฏฏฏฏฏฏฏ؀ �ฏฏ؀ �ฏฏฏ؀ฏฏ؀ �ฏ�ฏฏ؀ฏ؀ �؀ଏฏ �؀ฏฏฏฏฏ؀��ฏฏฏฏฏฏฏ؀ �؀ฏ؀ฏฏฏ؀ �ฏฏ؀ �؀؀ฏฏฏฏฏ؀ �ฏ�ฏ؀ฏ

�ฏฏଏฏฏ�؀ฏฏ؀ฏ�؀؀�؀ฏฏฏฏฏ�؀؀؀ฏฏฏฏ5''�12�

 
9Hennig-Thurau, et Al, (2004), Electronic Word- of-Mouth  via  consumer-opinion  platforms:  What  motivates  
consumers  to  articulate themselves on the Internet? Journal of Interactive Marketing, 18 (1), 38-52.  
10Park, C. et Lee T.M. (2009), Information direction, website reputation and eWOM effect: A moderating role of 

product type, Journal of Business Research, 62 (1), 61-67. 
11Hennig-Thurau,  T.  et  Al (2003),  Electronic  Word-of-Mouth:  Motives  for  and Consequences of Reading 

Customer Articulations on the Internet, International Journal of Electronic Commerce, 8 (2), 51-74.. 
12Elvira_Ismagilov and all Electronic .Word of Mouth (e-WOM) in the Marketing Context, A State of the Art 

Analysis and Future Directions.Springer Briefs. 2017. P17. 
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� ฏฏฏฏฏ؀ ؀ฏฏฏ؀وฏฏ ฏฏฏฏ؀روฏฏฏฏ ฏ�ฏر (وฏฏଏฏ ؀عฏ�ฏฏ  :نّ أ5  (THORSON AND RODJERS)ฏฏ�؀  هعرفو   �

 13. �؀ฏฏฏฏฏฏ؀ ฏ5ر؀ ฏฏฏر(ฏ ଏฏฏฏฏฏฏฏ؀ن ؀ر؀ฏฏ؀ ؀ฏฏฏ5 ฏฏ ؀ฏ5ฏ؀ ฏฏଏฏฏ ฏ؀وعฏ ฏฏฏଏ k؀ฏ؀ون 5ه ฏو؀  

  ฏฏ؀ عฏฏฏعฏฏ5 نଏฏฏฏฏฏฏฏن ؀ر؀ ؀ฏ ؀ฏฏฏฏฏฏر ؀ฏ�ฏฏ؀ ฏر؀ر؀؀ فฏฏ؀ ؀ฏฏฏ؀ ฏฏر عଏฏฏฏ ฏฏฏ ฏ�ฏروฏฏฏฏ؀ ฏฏ؀وฏฏฏ؀ ฏฏฏฏฏ؀

 ؀ฏرฏฏฏ؀ ؀ฏฏ نฏ ن�رฏฏن ؀ଏฏฏฏฏฏฏฏر؀؀ ؀ฏฏر؀ وฏฏฏ. 

4.1-   ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏ ฏฏ ฏฏ؀ฏฏฏ   

  ฏฏฏฏଏ  ؀ฏฏوฏฏฏฏ؀  ฏ�ฏ)  ؀ଏฏ ฏن   ؀ฏو؀  ฏ�ฏروฏฏฏฏ؀  ฏฏ؀وฏฏฏ؀  ฏฏฏฏฏ؀ و   ฏฏ؀وฏฏฏ؀  ฏฏฏฏฏ؀ ଏฏن   ฏฏ ฏฏฏ؀ر   ؀ฏฏฏฏ؀

  ฏฏฏฏฏฏ؀�  ؀ฏฏฏ؀ ฏฏون ฏن ع؀؀ ؀ฏฏو؀ ฏن   ฏฏ؀وฏฏฏ؀  ฏฏฏฏฏ؀ ฏฏฏฏฏฏ؀ عฏ ฏฏଏฏن   ؀ฏฏوฏฏฏฏ؀ ف؀؀ฏฏر   ฏฏଏฏع ฏฏฏฏฏฏ؀

ฏ�ฏروฏฏฏฏ؀ ฏฏ؀وฏฏฏ؀ ฏฏฏฏฏ؀  ฏฏر�؀ ؀ฏฏฏฏ؀ و؀ฏฏ؀ฏฏ؀ ฏرฏฏ ؀ฏଏ ฏعฏฏฏฏฏ؀ ฏฏو؀ฏฏ؀ ฏฏو؀ฏ ฏ؀ฏو؀ฏ ؀ฏ_رฏฏن ؀ر؀ ؀ฏ ฏ

وฏฏر؀؀    ฏف�ฏฏฏ  ؀ฏ�ฏฏฏฏ؀  ฏฏฏฏฏ ฏن  ؀ฏฏଏرون  ଏฏฏ؀ر   ؀؀ฏ  ؀ଏฏ5 ଏฏ؀ฏฏฏฏฏ؀ن  ؀ر؀  ฏن   ฏฏฏ؀ฏฏฏฏ  ؀ฏଏ  ฏฏฏฏฏฏ5و

ฏฏوฏฏฏฏ.  

ฏ؀و؀  و؀ฏ ฏฏฏฏฏ؀ ฏฏوଏ؀ ؀ฏفฏฏฏฏر؀ ؀ฏ :14  

  

  

  

 

 
13THORSON AND RODJERS.consumers online information adoption behavior: motives and antecedent of electronic 

womcommunication,computer in humain behavior 80/2018, p22-32. 
14Elvira_Ismagilova and all, Op.cit, p19. 
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ฏ؀؀ฏ ) ؀ ): 01-01رقم ฏ؀؀قฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏ ฏฏ ฏฏرฏฏฏฏ�ฏر؀ฏฏฏฏ؀ ฏ؀؀قฏฏฏ؀ ฏฏฏฏฏ؀ .��

EWOM� WOM�  

 ؀ฏرฏฏฏر ؀ฏฏ ฏฏฏ ฏฏ؀؀ฏ ฏ؀ฏฏ ฏฏ؀؀ฏ  رฏฏ5ฏ)رฏฏ ؀ฏฏ ( �؀ฏฏฏฏ؀�

  ؀ଏฏ5  ؀؀ฏฏฏ ؀ฏฏ  ฏฏ؀؀ฏฏ؀ر   ฏ�ฏฏฏ ฏฏ  ฏฏฏ5م 

 ฏฏ؀ฏฏฏ 

؀ฏฏ   ฏฏฏฏฏฏ؀ر ฏฏر؀؀(ฏฏฏฏ؀ر؀ 

 (؀ฏ؀قฏฏ؀؀ 
؀؀ฏฏฏ؀�

  ฏฏฏฏฏฏ؀  ؀ฏฏ ฏฏ؀ر؀؀   ฏ�ฏ  ؀؀ฏฏ  ؀ฏ  ฏฏฏฏ  ؀؀؀؀ฏ

 ؀ฏฏ؀ฏฏฏฏ؀ฏฏ؀؀ ؀ฏฏ ฏฏฏ؀؀ ฏ�ฏฏฏଏฏ؀ ؀ฏฏฏฏฏ؀؀   ฏฏฏฏ؀ 

  ฏฏرଏฏ  kر؀ฏ؀ ؀ฏฏ5ر   ؀ฏฏฏฏฏฏ؀  ฏฏฏ  l؀ฏ

ฏقر؀ر ฏฏฏ رଏฏฏฏฏ؀ ฏ�ฏฏ)ฏ؀ ؀ฏ ฏฏฏฏ 
�ฏ5ฏ؀؀ฏฏฏ؀�

ฏฏ؀ر    �ฏฏฏر ؀ฏฏฏ ؀ฏฏฏ؀ฏ ฏฏ ฏฏฏฏฏฏฏฏฏฏฏر ฏฏฏ؀ر؀  

 ฏ5ر؀؀ ฏฏ؀ر�؀   ଏฏฏฏ؀؀ฏ5ฏฏฏ�ฏฏฏฏฏ5؀ر 

ฏฏ؀ر�؀    kر؀ฏ  ؀ฏฏ؀  ฏฏฏ ଏฏฏฏر   ฏฏฏ  ؀�ฏ

 k؀؀ଏ ฏฏฏ ر؀؀ฏฏ؀ ฏ�ฏ ر؀ฏฏ؀ ฏฏ؀ 
�؀؀ฏฏฏ؀�

 (ฏر ق�؀ଏฏ ฏقฏฏ)  ؀ଏฏ5  ฏฏ؀ ؀؀ฏ؀ฏ ฏฏ ฏฏฏ؀؀؀ฏ مฏଏ

ฏฏฏฏ؀؀ر؀    ؀ฏ؀قฏฏ؀  ฏฏฏฏฏฏ؀  ฏฏฏ�ฏฏฏฏฏฏ5 ฏฏ؀ 

 ؀ฏฏฏ؀ ؀�رฏ؀   ؀ଏฏ؀ฏฏฏ 

  ฏฏฏฏฏฏ؀  ؀ฏ؀ฏ  ฏฏ ر؀ฏقฏ؀؀؀ฏ؀قฏฏ؀  

 (ฏق�؀ ฏقฏฏ) ر؀ฏฏฏฏ؀؀ �ฏฏعلاฏ؀�؀؀ฏ�

 (ฏ�ฏر؀ଏฏ)ฏฏฏฏฏ؀ ฏฏ�رฏ 

  �ฏฏر؀ ฏฏฏ ؀ฏฏ؀(؀؀ฏقฏ ฏฏฏ؀ر؀ฏ ଏฏ) ฏฏ؀ฏฏฏر؀ ق؀  

  ฏฏرฏ  ؀ฏ  ؀�؀ଏ  ฏฏฏ  ؀ฏ�؀ฏฏฏ؀  ฏฏ؀؀ฏฏ؀  ؀ฏ)5ฏ؀

 ؀ฏ ฏฏฏฏฏฏฏ؀ ฏر؀ ฏฏر 

ฏฏฏฏฏ؀ ฏฏଏ؀5  

 ฏر�؀ฏ ر؀ଏฏฏ ؀ฏฏ؀ฏฏฏ ฏฏ ฏฏฏقฏฏฏ مฏଏ �ฏฏ؀ฏฏ؀�
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 ฏ�ฏฏฏฏ ฏฏฏ؀؀ ฏ�ฏ؀ฏฏฏ؀ ؀ฏ ฏฏฏฏ ق؀ر �ฏ5ฏ؀ฏฏฏ؀�

 ฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏ ฏฏฏฏฏฏฏฏ من: ؀ฏฏฏ؀ر

Electronic word of mouth in the marketing context and wom and e-wom as à Consumer communication 

 

�ฏلاฏ�؀؀؀ฏฏلا؀�؀ฏ�؀ฏ�: 

؀؀ ؀ฏฏฏ ؀ଏฏ؀ฏ ؀ฏ ؀ฏฏฏฏ؀ ؀ฏ ฏฏ؀؀ฏฏฏ؀ ฏ�ฏฏฏฏ؀ ؀؀ฏ5ฏฏ ฏ�ฏฏฏฏฏ؀ ؀ฏฏ؀ฏฏฏฏ؀ ؀ଏฏ ฏฏ؀ر؀؀ ฏ�؀ฏฏ ฏฏฏ؀؀ฏ؀؀ ؀ฏ k؀ ฏر؀  

  k؀  ؀ଏฏر؀ฏฏ ଏฏر   ؀ฏฏฏ؀  ฏฏق  ؀ฏ  ؀ฏرฏฏฏ؀  ฏฏଏฏ؀ ฏฏر   ฏ�ฏฏฏฏ؀؀  ฏฏฏฏฏฏ؀  ؀ ฏฏฏฏ؀؀ر؀   ؀ฏ؀قฏฏ؀  ؀ଏฏ  ฏฏ ฏฏر 

  ฏฏ؀؀ฏฏ؀ ฏฏฏฏ؀ฏ ฏฏฏฏฏฏฏฏ5؀؀ଏฏ؀ฏฏฏଏฏฏฏฏฏฏ؀ر؀ ؀� ฏฏฏ؀؀    ؀ฏฏ ฏฏฏ؀؀ ฏ5؀ฏ؀ฏฏ؀ ฏ؀؀ق�ฏฏฏ؀ ؀ ฏฏฏฏ؀ l؀ฏ ؀ฏ ؀؀ฏฏฏ

؀ฏฏ؀ ؀؀ଏฏ5 ؀ฏ ฏฏଏฏ؀ ؀ر؀ ؀ฏฏ؀ฏฏฏฏ؀ ؀ฏฏ    ଏฏฏر؀ ؀ฏฏ؀ฏฏฏฏฏ ฏ5ฏฏฏฏ5 ؀ଏฏฏฏ ฏฏ؀؀؀ฏฏฏ؀ ؀ଏฏฏฏฏฏฏฏ؀   ؀؀ (ଏฏر؀ (؀ฏ    ଏฏฏฏر؀ 

 ฏฏฏฏฏฏ؀ ؀ ฏฏ؀ฏฏฏฏر ؀ଏฏ؀ฏ ؀ฏ؀ ؀ฏر؀ ؀؀ฏ ฏฏฏฏฏฏଏ ฏฏฏฏ)؀  ؀؀ଏฏฏฏฏฏฏฏฏ ฏฏ5ฏฏฏر؀؀ ؀ฏฏฏ؀؀�رฏฏ؀  . 

؀ฏ  ر؀رฏฏم ؀�ฏ ؀؀    ฏ)ฏ5 ฏฏฏ؀؀ฏฏฏ ؀؀؀ฏฏر؀ฏฏ5؀؀  ฏฏฏฏଏ؀ ฏ)ฏ5 رฏ؀ฏ   ر؀رฏฏ؀ ؀ฏฏฏ؀ ฏ�ฏฏฏ ฏฏฏ ฏฏฏฏ ؀؀  ฏقฏฏฏق؀؀ ؀ l؀ฏฏ

ฏ؀ر75؀  ؀؀ฏฏ  ฏฏ  ฏฏ  ฏ�ฏฏ؀؀ฏฏ؀  ฏ�ฏฏฏฏ؀  ฏฏ؀ر  ؀ଏฏ  ฏฏฏฏฏฏ؀  ฏฏ)  ฏฏฏ)ฏ  ฏฏฏฏଏฏ lق؀ฏ    ฏ�ฏฏฏฏฏ؀  ؀؀؀؀؀؀  ฏฏฏ)  ฏฏฏฏଏฏ

ฏฏฏ5ฏ ؀؀؀ฏଏر_ر؀ฏฏฏฏ؀ฏ�ฏ)ฏ ฏฏฏฏଏฏ ฏقฏฏฏ؀؀. 

5.1-���ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏ؀'ع��

  7ฏฏ ฏฏฏฏฏ ؀ฏฏฏฏฏฏ؀ر؀؀ ؀ฏฏ ؀ ؀ฏฏฏ5؀ฏ؀ ฏ)ฏฏ ฏฏ ؀؀ฏฏ ؀ฏ ฏ�ฏر؀ฏฏฏฏ؀ ฏ؀؀قฏฏฏ؀ ฏฏฏฏฏ؀ ฏ5 ฏฏฏฏฏ ฏฏ م  ؀؀ฏฏฏฏ؀

 ��؀ฏฏฏ؀ ؀ฏฏฏ ฏฏ ؀ଏฏฏฏ5ฏ؀ ؀ฏ ؀ଏ؀ฏฏ؀؀5ق؀؀؀ฏฏ ฏ�ฏر؀ฏฏฏฏ؀ ฏ؀؀قฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏฏ5؀ر؀ ؀ ฏฏฏฏฏฏ؀ر؀ ฏ)؀؀    ؀ฏ  ؀(رฏฏ

�ฏ ฏฏฏฏଏ    ؀ฏฏ�ฏฏฏฏ؀ଏฏ؀ฏ؀ฏฏฏฏฏ؀ฏฏ5ฏฏଏฏ؀ฏฏฏ) ฏ ฏฏฏฏฏฏ:�

  



ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀����������������������؀؀ฏ؀�ฏฏฏฏ؀�
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؀  )�؀ฏ'ฏ؀؀؀ฏ�؀   :؀ଏฏ5 ؀؀ฏฏฏ؀؀ ฏ�ฏฏฏ؀؀؀؀ ؀ฏฏ؀ ؀ฏ ؀؀ฏฏ�؀ 

- ؀؀؀ฏฏ؀  :  ฏ�ฏฏฏ5 ؀ฏ�ฏฏฏ  ؀ଏଏฏฏฏฏ؀̄؀ ؀؀ฏฏ؀ ؀ฏ ฏฏ؀ฏฏฏ ฏฏฏ ؀؀ฏฏฏฏฏฏฏ؀  ؀ฏฏฏ��؀ฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏ؀؀ ؀ฏฏ؀�  ฏฏ ฏฏฏฏฏ

  ؀ฏฏ؀ฏฏฏฏ؀؀؀ ؀ฏ ؀ฏฏ ฏฏฏ ؀ฏ؀؀؀ ؀؀ฏฏ؀ฏ�ฏฏฏฏฏ؀ .15 

-  ฏ5ฏฏฏ؀؀  : ؀ฏฏฏฏ؀  ؀ฏฏฏ؀  ฏฏฏ)  ฏฏ؀ฏ  ؀؀؀ฏฏฏฏ؀  ؀ฏฏ�ฏฏฏฏ؀  ؀؀ฏ  ؀؀؀  ฏฏฏ)  ฏฏฏฏ5  ؀؀؀ฏฏฏฏ؀  ؀ฏฏ�ฏฏฏฏ؀  ؀؀ฏ  ฏฏ  ฏฏฏฏฏ؀

؀ฏฏ؀ . 

- ؀؀ฏฏฏ؀  :  ؀ฏ؀ฏ ؀ฏฏฏฏฏฏ؀؀ ؀ฏ ؀؀ฏฏฏ؀ ؀ฏฏฏ؀ ؀ฏฏ�ฏฏฏ ؀؀ ؀؀؀؀ ؀ k؀�؀�؀ฏ؀ฏฏ؀ ฏฏฏ ฏฏฏฏଏ ฏฏฏ؀ ฏ�ฏฏฏฏฏ؀؀؀ ؀ฏฏ؀ ฏฏ؀�

  ؀�؀ฏฏฏฏ؀؀؀؀؀ ؀ฏ ฏฏฏ l؀ฏฏ5 ؀؀ ฏฏ�؀؀5  .  

  ؀l؀ฏฏฏฏ؀ ฏฏ�ฏ؀ ฏฏฏฏฏ؀ ؀ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏฏ؀ l؀ฏ؀ �؀ଏฏ5 ฏଏฏฏฏฏ؀  ؀�؀؀ฏฏ ؀ฏ : ؀ฏ'ฏ؀ ฏฏฏฏฏ؀  ) ب

-  �؀ฏฏฏฏ؀  :   ฏฏ؀ฏฏ؀  ؀  ฏฏฏฏฏ؀  ؀  ؀؀ฏฏฏ؀  ฏฏฏ  ؀؀؀ฏฏฏฏ؀  ؀ฏฏ؀ฏฏฏฏ؀  ؀؀ฏ  ฏฏ؀  ฏ؀ฏฏ  ฏฏฏ؀  ؀ฏฏฏ�ฏฏ؀  ฏฏ؀  ؀ଏฏ�  ؀ฏ؀

 ؀ฏฏฏ�ฏฏ؀  ฏฏ؀؀ฏฏฏ؀16  

- ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀  ฏฏ5ฏ؀ :   "�ฏฏ  ฏฏ؀ฏ ؀؀  ฏฏฏฏ ؀ฏ ؀؀؀؀ฏฏฏ؀  ؀ฏฏฏ؀؀  ؀  ؀ฏฏฏฏ؀  ؀ฏ ؀؀؀؀ฏฏฏ؀  ؀ฏฏฏ؀  ؀ฏฏ؀ ฏฏ k؀

ฏฏฏฏ ؀؀ ฏฏฏฏଏ؀  .17  

- ฏฏฏฏฏฏ؀ :  ؀ฏ؀ฏฏฏ؀ ؀ฏฏ ؀؀ฏฏฏฏฏ؀ ؀ฏฏ؀ฏฏฏฏ؀ ؀؀ ؀ฏฏ�ฏฏฏฏ؀؀ ؀ฏ�. �18  

- ฏଏฏฏฏฏ�؀ ؀ฏ  :؀ฏ؀ฏฏฏ؀ ฏฏฏฏ؀ ؀ฏฏ ؀ଏฏฏฏฏฏฏฏ؀ ؀؀؀ ؀ฏ ฏฏฏฏฏ؀ ฏଏฏฏฏ ؀ ฏฏฏฏ l؀ฏ ฏฏ ฏฏฏฏฏ؀.19  

 
15Chunholin.yishuang and jengChung Electronic word of mouth: the moderating roles of productinvolvement 
and brand image. Proceeding of 2013 international conference of technology innovation andindustrial management 

29-31may, Phuket, Thailand, p32. 
16�l؀ฏฏ��l؀ฏ؀k؀؀ฏฏ��؀ଏฏฏฏ��؀ฏฏฏฏ��ฏฏฏฏฏ؀��؀؀ฏฏ؀��ฏฏฏฏฏ؀��ฏฏ؀؀ฏฏฏ��؀في���؀�ଏฏฏ��؀ฏฏ؀ฏ��ฏฏฏฏฏ؀��؀ฏฏฏฏ؀���؀ฏ؀؀ฏฏฏ5��؀ฏฏฏ �ฏฏฏฏฏ �؀؀؀ฏฏฏ �ฏ؀؀؀ฏ)؀ �ฏฏ؀؀؀؀

�ฏฏଏฏฏฏ؀�؀ฏ�ฏ؀ฏ2015��؀�ฏ�؀ฏฏฏ�؀؀ฏฏ80.��

� .0817��؀���ฏฏฏฏ؀�ฏฏ؀ฏฏ؀�؀ฏฏ�
18HARRSON WALKER.l,j :the measurement of wom communication and an investigation of service quality and 

customer commitement as potential antecedents,journal of service research,vol4,no2,2001;p63. 

19 IBID, p63. 
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؀ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ�ฏ؀؀ฏฏ�،�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ�ฏฏฏฏ����؀���ฏฏฏฏฏ؀�؀�ฏฏฏฏଏฏ؀�؀ଏฏฏฏฏ؀���؀ฏ�؀؀ฏฏ: ثا؀ฏ'ฏฏฏฏฏ  ا  ) ت

ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ����؀ଏฏ5  

- ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ5ฏ؀؀ฏฏ��:��ฏ)ฏฏ�ฏฏ�؀ฏฏ�؀؀؀�ฏฏฏ�ฏฏฏ؀�؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ�ฏฏ؀)ฏฏ؀�؀ฏฏฏฏฏ؀�؀ฏ؀�ฏ�ฏ؀؀ฏฏฏ؀�؀؀

� �؀؀ �ฏฏฏ �؀؀ฏฏฏ؀ �؀ଏฏฏฏ5ฏ؀ �؀؀ฏฏฏ �؀ฏฏ؀ฏฏ؀�ฏ؀؀ฏฏฏ؀ �؀؀ฏฏฏ؀؀ฏฏฏ؀ �؀ �ฏฏฏฏ؀ �ฏฏฏ �ฏฏฏฏ؀ �؀؀ฏ� �ฏ��؀

؀ฏฏ؀(METZGER)��ฏฏ؀ �؀ �ฏฏ؀ฏฏฏฏ؀ �؀ฏฏฏ�؀ฏ �؀؀ฏฏฏ؀ �؀)ฏฏ؀ �l؀ฏ ��ฏฏ �ฏฏฏฏฏ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �ฏ�ฏ؀؀ฏฏฏ

��؀؀ฏฏ؀ฏฏฏฏ؀ �ฏฏ؀؀ �؀؀؀ฏ �؀ �ฏ�ฏ؀ฏ؀ฏ �؀ฏ)ฏ؀ �؀ฏ �ฏ�ฏฏ �k؀؀ฏଏฏฏ���ฏ�ฏ؀؀ฏ؀ �؀؀ฏฏฏ؀ �؀ �ฏ�ฏฏฏฏ؀ �؀؀؀؀ฏฏฏ؀ �؀ฏ �ฏฏ5

؀؀؀ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�؀؀ฏ�l؀ฏ�ฏฏฏ�؀ฏฏฏฏ�ฏฏฏ؀�؀�ฏฏฏฏฏ؀�ฏ�ฏ؀؀ฏฏ�؀�ଏฏฏ�ฏฏ�؀ฏฏ�؀؀؀�؀ฏฏฏ�ฏฏฏฏฏฏ����؀؀؀ฏฏฏ؀�؀ฏ

��ฏฏ�ฏฏ�؀ฏฏ؀ฏฏฏฏ؀�؀؀ฏฏ�؀؀�؀ฏଏ�؀ଏฏ5�؀؀ฏฏฏฏ؀�ฏฏ؀ฏฏ�؀�ฏฏฏฏฏ�؀ଏฏ�؀؀ฏฏ�؀؀�؀ฏଏ�؀ଏฏ520��

- ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �ฏ5ฏฏฏฏ��:��؀؀ �ฏ�ฏฏฏଏ؀ �؀؀ฏฏ �؀ฏ �ฏฏฏ؀ �؀�؀ฏฏ؀�؀؀؀ฏฏ؀ �؀؀؀؀؀ฏ �؀ �k؀؀ฏ �؀ฏฏฏฏฏฏ؀ �؀ฏฏฏ �l؀ฏ�ฏฏ؀

��؀؀ฏฏ�؀ଏฏฏฏฏฏฏฏ؀�ฏฏฏ�ฏฏ؀ଏฏฏฏ�l؀ฏ5�؀ฏฏฏ�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀ฏฏ�ฏ�ฏฏฏ��؀ฏฏฏฏ؀�ฏ)؀ฏฏ؀�؀؀ฏฏฏ�ฏ�ฏฏฏଏ؀�ฏฏฏฏฏฏ؀�؀ฏฏ)

��ฏฏ؀ �ฏ)؀ฏฏ؀ �ฏฏฏฏฏ �؀)ฏฏ؀ �ฏฏฏฏ �ฏฏ �ฏฏ؀ �؀؀ฏฏ؀ฏฏฏฏ؀ �؀ฏฏฏฏ؀ �ฏ�ฏฏฏ�ฏ�؀ฏฏฏ �ฏฏฏฏฏฏฏ�؀ฏ؀؀؀ฏฏ؀����ฏฏฏฏ؀ฏ؀ �ฏ�ฏ؀ฏ

��؀ଏฏ؀؀ฏ؀ �؀ฏฏ_؀ฏ؀ �؀؀؀ฏฏฏ؀ ���؀؀ �؀ฏ �؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �؀ଏฏฏฏ �؀؀ฏฏ؀ ���؀؀ �؀ฏ �ฏฏฏฏฏฏฏ�؀ฏฏฏฏ����؀ଏฏฏฏฏฏฏฏ؀

��؀ଏฏฏฏฏฏฏ؀21��

- ؀ଏฏฏฏฏ؀���ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ�ฏฏฏฏฏ؀�؀�ฏฏฏฏଏฏ؀�:��؀ଏଏฏ؀؀�؀ฏฏฏ�؀ฏ�؀؀؀ฏฏ�ฏ�ฏฏฏଏ؀�؀؀ฏฏ�؀؀�ฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀

��؀ฏฏฏฏฏ �؀ฏฏ)؀ฏฏ؀��ฏฏฏฏฏ؀ �؀؀ฏฏ �؀ଏฏ �ฏ)؀ฏฏ؀ �؀ฏฏฏฏฏ �؀ฏ �؀ଏฏ؀؀ฏ؀ �؀ଏฏ �؀ฏ �؀؀؀ฏฏ �ฏ�ฏฏฏ �؀؀ฏฏ �؀؀ �؀؀ �؀

��ฏฏฏฏฏ؀�؀؀ฏ�؀؀�ฏฏฏฏฏ؀�؀؀؀ฏ5�؀�؀ฏฏฏ�؀ฏ�ฏ؀ฏ�ฏ)ฏ�ฏฏฏ�ฏ�ฏฏฏଏฏ؀�ฏฏ؀؀ฏฏฏ؀��ฏ_؀ฏฏฏ؀�؀ฏฏ�؀ฏ�؀ฏ؀�؀�ฏ�؀ฏฏฏฏ؀

��ฏฏฏฏฏ؀�ฏฏ�ฏฏฏฏฏฏ؀�؀؀�ฏฏฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏ�؀�؀ฏฏฏ�؀ଏ؀ฏฏ�ฏ)ฏ�ฏฏฏ�؀؀ฏฏ�ฏ�ฏฏฏฏ؀�؀؀�؀ଏฏ�ฏฏ�؀ฏฏฏฏ�ฏ�ฏฏฏଏฏ؀
 

20ฏฏฏฏฏ؀�ฏฏฏฏ�؀؀؀ฏ�ฏฏฏ�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏ؀��؀؀؀ฏฏ5�ฏ�ฏฏ5�ฏฏ؀؀�؀�ฏ�؀؀�ฏฏଏฏ؀؀ฏฏฏฏ؀�ฏଏฏฏ؀�؀ฏฏ؀ฏฏ�ฏ�ฏ؀؀ଏฏ��ฏฏ؀؀؀�؀؀ଏ؀ฏฏ؀�؀ฏฏฏฏฏฏฏ�؀ฏ��G3��ฏฏฏ؀ฏฏ�
��¯؀؀ฏฏ؀�ฏ�ฏ؀ฏ�؀�ฏଏ_؀ฏ؀؀ฏฏ؀؀�ฏ�؀ฏ؀؀ฏฏ؀�؀ฏฏฏ؀ฏฏ؀�؀؀؀؀�ฏฏฏฏ؀07���؀201546ص��؀��.��

21IsabellGoyette, Line Ricard, Jasmin Bergeron and François Marticotte, e-WOM Scale: Word of Mouth 

Measurement Scale For e- Services Context, Canadian Journal of Administrative Science, Vol.27, No.01, 2010, p.06 . 
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��ฏฏ؀؀ฏ؀�؀ଏฏ�ฏଏฏฏฏ؀�؀؀ฏฏ��ฏฏ�ฏ5ฏฏฏ�؀�ฏฏฏฏ�ฏ�ฏฏฏฏ؀�ฏ_؀ฏฏฏ؀�؀؀؀ฏฏฏ؀�؀ฏฏ�؀ฏ�؀ฏ؀�؀�ฏฏฏ؀؀؀�؀ฏ�l؀)ฏ�؀؀؀

؀ฏฏ؀�ฏ�ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀����ฏ�ฏฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�؀ฏฏ�؀ฏ�؀(؀ฏ�ฏฏฏଏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ�ฏฏ؀؀ฏ؀�ฏଏฏฏฏ؀�ฏ)؀ฏฏฏ�؀ฏ

ฏ�ฏฏฏଏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�؀ଏฏฏฏ�؀ฏ�؀ฏฏ؀�ฏฏฏ�ฏฏฏฏฏฏ؀�ฏฏฏ�؀؀ଏฏฏฏ�؀ฏฏฏ.22��

��؀ฏฏ؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏ�l؀ฏ؀�؀؀ฏ5ฏ5�؀؀�ฏฏ؀؀ฏฏ؀�؀؀�؀؀ଏฏฏ�؀ฏฏ؀ฏฏฏฏ؀�؀؀ฏฏฏ�ฏฏ؀�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏฏฏ�؀ฏ؀ฏ؀

��ฏଏ)ฏฏ �ฏฏ �ฏฏฏฏฏ؀ �؀ฏฏ؀ฏฏ؀ �ฏฏฏฏ �ฏฏฏ؀ �؀ �؀ฏฏ؀ฏฏฏฏ؀ �ฏฏฏ �؀ฏଏ �ฏฏ�ฏ �؀ฏฏฏฏฏฏฏ �؀ฏฏฏ؀ �؀ฏ�ฏฏ؀ �ฏฏฏฏฏଏ �ฏฏ �ฏฏ؀

ฏ�؀ฏฏฏ�ฏฏฏฏ��ฏ)؀ฏ��ฏฏฏฏ�ฏฏฏฏ؀�ฏฏ؀؀؀ฏฏ؀�ฏฏฏฏฏ5؀ฏ؀����؀؀ଏฏ)�؀ฏฏฏฏ�ฏฏฏฏฏฏฏ؀�ฏ)؀ฏฏฏ5��ฏฏଏ�؀ฏ�؀؀ฏإ�؀�؀؀؀��ฏฏ�؀ฏฏ

��؀ฏ؀ฏ�؀ฏฏฏฏฏฏฏ�ฏฏฏฏ؀�ฏฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀�ฏฏ؀ฏฏฏ�ฏฏଏฏฏ�ฏฏإ�ฏฏฏ�ฏ�ฏฏ؀�ฏ�ฏฏฏ�ฏฏฏฏ�ฏฏฏฏฏଏ؀ฏ5ฏฏଏฏฏ5��

ฏฏ؀؀ฏฏ؀�ฏ؀؀؀ฏ�؀�ฏฏ؀ଏฏ؀�ฏฏฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏ؀�.23��

���ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ5ฏฏأ����-6.1

ฏฏฏฏฏଏ�ฏฏ�ฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ�ฏฏ؀�ฏฏ�:24��

� ؀؀؀ฏฏฏ�؀ฏฏฏฏฏ؀�؀؀ฏฏ؀�؀ฏ�ฏฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�؀ฏฏ؀�؀؀؀ฏฏ؀�؀ฏฏฏ؀�ฏ�ฏฏฏ�ฏ�؀ฏฏ�ฏฏฏ�ฏฏฏฏ.  

� ฏ�ฏฏฏฏฏ�؀؀ଏฏ�ฏฏฏฏ؀�ฏฏଏฏฏ�؀ฏฏฏฏ�؀ฏฏฏ�ฏฏฏ�؀؀ฏฏ�.��

� ؀ฏฏฏ؀؀�؀ฏ؀ฏ؀�؀�؀ฏฏฏ؀؀�ฏฏฏฏฏ؀�ฏฏฏ�ฏ؀ฏฏฏฏฏ؀�.��

� �ฏฏฏฏ؀�ฏฏฏ�ฏฏฏฏฏ؀�؀ฏฏฏฏ�ฏฏ؀ଏ�؀ฏ5ฏฏ؀؀.��

� ฏฏฏ؀�ฏฏ�ฏฏฏଏฏฏ؀�؀ฏฏฏ�؀ଏฏฏฏฏฏฏฏ؀�؀؀؀�؀ฏ�؀ฏฏฏฏ.��
 

22George Silverman ،the secrets of word of mouth marketing , How to Trigger Exponential Sales Through Runaway 

Word of Mouth,amacom, the United States of America.2001,p06. 

23ฏฏฏฏ؀؀ ؀ฏฏฏ؀ ฏฏฏฏ؀ � ฏ�ฏ�؀ฏฏ ฏฏ؀؀؀ ؀؀؀ฏฏ�؀  ฏฏฏฏฏ ฏฏฏ �ଏฏ؀ฏฏฏ5 ؀؀؀ฏ�ฏฏ؀؀؀ ؀ฏ ؀؀؀ฏ ฏฏฏ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀؀ � ؀؀؀ ؀ฏ؀ฏ؀؀؀ ؀ฏ ฏฏ؀ฏ  ฏ�؀ฏ ،  ؀ฏฏฏฏ؀

 ؀164ص ؀2016  (02)17
؀ଏฏฏฏ؀أ24  ؀ฏฏฏ  ฏฏ؀؀ଏฏฏ  ฏฏฏฏฏ  ؀ฏฏฏ؀ฏ� )؀(2018ا،  ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀  ؀ฏ  ¯ฏ5  ฏฏฏฏ  ฏฏฏฏ  ฏฏ؀؀؀  ฏ�؀ฏฏฏฏ؀  ฏฏฏฏฏ؀  ؀؀؀ฏ  ؀ଏฏฏฏ  ฏฏฏ  ฏ�ฏ؀؀ฏฏฏฏ؀

؀ฏ؀؀ฏฏ؀ ؀ฏ�ฏฏฏฏฏฏ؀؀ ฏ�ฏฏฏฏฏ؀؀ ؀ฏฏฏ؀ ฏଏฏ ฏฏฏฏ ؀؀ฏฏ؀؀؀ฏ؀؀ฏฏ؀؀44 ؀ ฏฏฏฏฏ؀71� 
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� ��؀ฏฏ؀ฏ�؀؀؀ฏฏ؀�ฏฏฏ�ฏฏฏ؀؀ฏ؀�؀ฏฏฏ؀ฏ؀�ฏฏ؀ฏ؀ฏ�ฏฏฏฏ؀�ฏฏฏฏ؀�ฏฏ؀�ฏฏฏ�ฏฏฏฏฏ�ฏฏฏ؀�ฏ�؀؀ฏฏ؀�؀ฏ�ฏฏฏଏฏฏ؀�؀ฏฏฏฏ�ฏฏ)

؀؀؀ฏฏ؀�ฏฏฏ�؀ฏฏฏ؀�؀؀ฏฏฏ؀.�

2 -  ฏ5ฏ؀؀ฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏ5؀ฏฏ؀ ؀ฏฏฏฏ؀ ؀ଏฏฏฏ 

1.2- ฏأ ฏฏฏฏฏ؀ ؀ଏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ 

ฏأฏฏ�ฏ؀؀ฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �؀����ฏฏ�ฏ �ฏฏ�؀؀ �؀ฏฏฏฏ �؀ฏ5ฏ؀؀ �؀ฏฏ؀ฏฏฏฏ؀ �ฏฏฏ �؀ฏଏ �ฏฏ�ฏ �؀ฏ؀؀ฏ �؀؀ฏ �ฏฏฏ

���ฏฏଏ�ฏฏ�ฏ�ฏ�ฏ؀�؀؀؀ฏฏฏ�ฏฏ�؀؀ฏ؀�ฏଏฏฏฏ؀_؀�؀؀�؀؀ฏ؀�؀ฏ؀؀�ฏฏฏ�؀ฏ)�؀ฏଏ��

�: ฏฏฏ ؀ฏ'ฏ؀ ؀ฏ ؀ฏฏ؀ฏฏฏฏ؀   ฏeWOMأ؀ଏฏ  ) أ

��؀؀ �ฏฏ؀ �ฏฏฏฏ؀؀؀ �ฏฏฏฏฏ �؀ଏฏฏeWOM����ฏฏฏฏଏ �ฏฏ؀ฏฏ�؀ �؀ฏ؀ �ฏฏฏฏ5 �.؀ฏฏ؀ฏฏฏฏ؀ �؀ฏ�؀ฏ5ฏ؀ �ฏฏฏ�؀ଏฏ) �؀ଏฏأฏ �ฏฏฏ

��ฏฏฏฏ؀ �؀ฏฏ �؀ฏ �؀ฏ؀ �؀ฏ) �؀؀؀ฏ �؀ �؀ฏ؀ฏฏฏ؀ �؀ฏฏ �ฏฏฏฏฏฏ؀ �؀؀؀ฏฏ؀ ฏ5أ�؀ �؀�؀ฏฏ؀ �؀ฏ �؀ฏ�ฏ؀ฏ �ฏฏ �؀ฏฏ

�ฏ؀�؀ฏฏฏ؀�ฏฏฏฏ؀�؀؀�ฏฏ؀؀؀ฏ؀�؀؀�؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ฏ�؀ฏฏฏฏ؀�؀؀�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀��ฏ؀�؀؀ฏ� ؀؀؀؀ฏ؀�؀ฏฏଏ�ฏ�ฏฏฏฏ�؀�l؀ฏ

ฏ.ฏฏ؀ฏฏฏ�ฏฏฏ؀�ฏ�ฏ؀ฏฏฏ5��ฏฏฏଏ�ฏฏ���

��؀ฏ�؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�؀ฏ5ฏ؀�؀؀؀ฏ؀�؀ฏฏ�؀ฏ�ฏ�ฏ؀ฏฏ؀�؀؀ฏ�؀�؀ฏฏ؀�ฏฏ؀ฏฏ�ฏฏ؀ฏฏฏ؀�؀�ଏฏฏฏ�؀ฏ؀؀�؀؀ฏ؀ฏ�ฏ�؀�ฏฏ؀؀ฏ؀�ฏฏ

��؀�ଏฏฏฏ �؀؀ฏ؀ฏ�ฏ�.ฏ�ฏ؀ฏฏ؀ �؀ฏ5ฏ؀ �؀؀؀؀ฏ��؀؀�ฏฏฏ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏ�؀�؀ฏ�ฏฏฏ�؀؀ฏฏฏ؀ �ฏฏ؀eWOM����ฏ؀ฏฏ؀��؀ฏฏฏฏ

�.�ฏฏฏ؀ฏฏ�ฏฏฏ�ฏ�ฏ؀ฏฏฏ؀؀�ฏ؀ฏฏฏ؀؀�ฏฏฏฏฏ؀؀�؀؀؀ฏฏ؀�ฏฏฏ��

��ฏฏଏฏ؀�ฏฏ؀ฏ�ฏฏฏ؀�ฏฏฏฏฏฏ؀�ฏฏ�ฏฏଏฏฏฏ؀�ฏ؀ฏ��ฏ؀؀ฏฏ]Jia�and�Hall��؀ฏฏฏฏ؀�؀ฏฏ�ฏ�ฏฏฏฏฏ؀�؀ฏฏฏ؀�؀؀�؀؀ฏฏ؀�k؀ฏ؀�؀��

��؀ฏฏ�؀�؀ฏฏ؀�ฏฏ_؀ฏฏ�ฏ؀ฏฏ؀�؀�؀ฏ؀�ฏฏ؀�ฏฏฏฏฏฏ5�.؀ଏฏฏฏฏฏฏฏฏ�k؀؀ฏฏ؀eWOM����؀ฏฏฏ؀�ฏฏ؀؀�ฏฏฏ�ฏฏฏฏଏ؀�؀ଏฏأฏ�ฏฏฏ

��؀ฏ؀ฏ�k؀؀ଏ�؀؀�ฏฏ؀ฏฏ؀�؀ฏ�ฏฏ؀�؀؀ฏฏ؀؀�.؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�؀ฏ5ฏ؀�؀؀؀ฏฏe-WOM����؀ฏ؀ฏ؀�؀ฏ�؀�؀ฏฏ؀�؀ฏฏฏ�ฏฏ؀

�ฏฏฏฏฏ؀�ฏฏ�؀ଏ)ฏฏฏ؀�ฏฏ���؀ฏฏฏฏ؀�؀؀�ฏฏฏฏฏฏ�؀؀�ฏฏฏ)ฏ��.؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�؀ฏ5ฏ؀�ฏ؀ฏฏ؀�؀؀؀ฏ؀�؀ฏฏ�؀ฏ�ฏ5�ฏฏ؀ฏฏ؀
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��؀ฏ�ฏ؀ฏฏ؀ �؀ฏ �؀؀ฏ �kฏ5 �ฏฏฏฏฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏ �؀�؀ฏฏ؀؀ �ฏଏฏฏฏฏฏ؀ �؀ฏ �؀�؀ฏ �؀ฏ �؀ฏ5ฏ؀ �ฏฏ �ฏ؀ฏฏ؀؀ �؀؀ฏฏ؀ଏฏ

)eWOM��؀ฏ؀ฏฏฏ؀�؀ฏฏ�ฏฏฏฏฏฏ؀�؀؀؀ฏฏฏ��25  

�: ฏฏฏ ؀ଏฏฏฏeWOM  ฏฏฏฏ؀  ) ب

؀ฏ�؀ฏ)�؀�ฏฏ؀؀؀ฏ؀�ฏ؀ฏ�ฏฏ��eWOM��ฏ�؀ଏฏ)�؀ଏฏฏฏ�ฏ ؀ฏ�؀ฏฏฏฏ؀�؀ฏ�؀ଏฏ؀ฏ�؀ฏฏ�؀ฏ��ฏฏฏฏ؀�ฏฏ��k؀)�ฏฏฏ5ฏ؀�ฏฏฏ�ฏฏฏ؀�؀

��؀ฏฏ �ฏฏฏฏฏฏ؀ �؀؀؀ฏฏ؀ �ฏฏ؀ฏ �ฏฏฏ �ฏฏ؀؀ฏฏฏ؀ �؀ฏฏฏฏฏฏ؀ �ฏฏ �ฏฏฏฏ؀ �k؀) �ฏฏฏฏฏ؀ �ฏฏฏ؀ ��ฏฏ؀ฏฏ؀ �؀؀؀ฏ �ฏฏ �ฏฏฏฏ؀

��؀ฏ؀ฏ �؀ �ฏฏฏฏ؀؀؀ �ฏฏฏฏฏฏ �ฏ؀ฏฏ؀ ���؀ฏ؀ฏฏฏ؀eWOM����ฏฏฏฏฏ؀؀ �ฏฏฏ5ฏ؀ �؀ฏ �ฏ) �ฏฏ �؀ฏฏฏฏ؀ �ฏฏฏ �ฏฏฏ �؀ଏฏ) �ฏ)ฏ5

���؀؀؀ฏฏฏ؀��

��؀؀�ฏฏ؀�ฏ ؀ฏ�؀�ฏฏฏฏฏฏ؀�؀ଏฏฏeWOM��)�ฏฏฏฏ�ฏฏฏฏฏฏ؀�؀؀؀ฏฏ؀�ฏฏ؀؀ฏ�ฏฏฏ�ฏฏฏฏฏ؀؀�ฏฏฏ5ฏ؀�؀؀؀ฏ�؀�ଏฏฏฏ�ฏଏฏฏฏฏ�؀؀؀ฏ

؀�ฏฏฏ؀�ฏฏ؀؀؀ฏ؀�ฏฏฏฏฏ�ฏฏ�ฏฏଏฏฏฏ؀�ฏ؀ฏ��ฏ؀؀ฏฏ��؀ฏ؀ฏฏฏ؀�؀ฏฏ؀؀ฏ�؀؀�؀ฏฏ؀(؀�؀؀ଏ)؀؀ฏ؀؀�ฏฏ؀؀ฏ��ฏฏ؀�؀؀ฏ؀ฏฏ؀�؀ଏ؀ฏ؀�؀

�ฏฏฏ؀�ฏฏ؀ฏฏฏ؀�؀ฏ�ฏ؀ฏฏ؀�؀ฏฏ)�ฏฏฏ)��ฏ�ฏ؀؀ฏฏฏฏ؀�؀؀ฏฏฏฏ؀�ฏฏ؀ฏ�ฏฏ�؀؀ฏ؀ฏฏฏ؀�ฏฏฏฏ؀�؀؀؀؀�؀26��

�:  ؀ฏ'ฏ؀ ؀ฏ ฏฏ؀ฏฏฏฏ؀ت ฏฏฏ ฏฏ5ฏฏ؀ ؀؀؀ฏฏฏฏ؀  ؀ฏ؀  ) ت

��؀ฏ؀ଏ�ฏฏ؀��؀ฏฏฏฏฏ�؀؀؀ฏฏฏฏ؀�ฏฏ�ฏฏ؀�ฏฏฏ�؀ଏฏ)�؀ଏฏฏฏ�ฏ ؀ฏ�؀�ฏฏ�؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�؀ฏ5ฏ؀�؀؀�ฏฏฏฏฏ؀�ฏଏฏฏฏฏ؀�؀ฏ؀؀

��ฏฏ؀ฏฏ��ฏฏฏฏฏ؀�ฏฏ�ฏ؀�ฏ�ฏฏฏฏ؀�ฏฏ�ฏฏ؀؀�ฏ�؀ฏฏฏ؀ �ฏฏ�ฏฏ؀�؀ฏ؀�ฏฏ�ฏฏ5�؀�؀؀؀ฏฏฏฏ؀�ฏฏ�ฏฏ؀ �؀؀؀ฏ؀ �ฏ�ฏฏ�ฏฏฏ�؀ଏฏ)�ฏ)ฏ5

��؀؀ฏ���؀�ฏฏฏฏฏฏฏ؀�؀ฏฏฏ؀�ฏฏฏ�؀؀ฏฏฏ�k؀�ฏଏฏฏฏ؀�ฏଏฏฏฏ�؀؀؀�؀ଏ�؀ฏฏ؀�ฏฏฏ��؀؀ฏฏ�؀�؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�؀ฏ5ฏฏ5�؀ฏฏฏฏ؀

��؀ฏฏฏ؀�ฏฏฏ�ฏฏฏฏฏ؀�؀؀ฏ�؀ฏฏ؀ฏฏฏฏ؀�ฏฏ؀ฏฏฏ�k؀؀؀ฏฏ؀�؀ฏ�؀�؀ฏฏ�ฏ5ฏฏฏฏ5��ฏ؀ฏฏฏ�ฏฏฏ؀؀(؀ଏ�؀ฏ�ฏฏฏ؀�ฏฏ�ฏฏ؀�؀ฏ�؀�؀ଏ�ฏฏฏ

��ฏฏฏฏฏ؀�؀ଏฏฏฏ�؀ฏฏ5�؀؀؀ฏ��

 

25AchmadNizar Hidayanto, Mutia Ovirza, Pinkie Anggia, NurFitriahAyuning Budi, Kongkiti Phusavat,(2017),The 

Roles of Electronic Word of Mouth and Information Searching in the Promotion of a New E-Commerce Strategy: A 

Case of Online Group Buying in Indonesia"  ,Journal of theoretical and applied electronic commerce research, 

Indonesia,  vol.12 no.3 

26 Ibid,p10 
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��؀؀؀ฏ�؀ฏ؀ฏلذلك �؀؀ �؀)ฏ� �؀�؀ฏل �؀؀؀ฏฏฏ؀ل �؀؀ฏฏฏ؀ل �ฏฏฏ�؀ฏฏ؀ฏฏฏ؀؀لฏ؀ฏฏฏ؀ �؀ฏฏ�ฏฏฏฏฏ؀ل �؀؀؀ฏ؀ل �ฏฏ؀��ฏ؀ل �ฏฏฏฏฏฏ5 �؀

�؀��ฏฏฏ؀�؀لฏ5؀ل�ฏฏฏฏฏ�ฏฏ�ฏฏଏฏฏ؀ل�ฏذฏ��ฏ؀؀ฏฏ��؀؀ฏฏ)5�؀ฏฏฏฏฏ؀�؀؀؀لฏ؀�؀؀؀ฏذ�ฏฏฏ؀�ฏฏฏ�؀ଏฏฏฏฏฏฏ؀�؀؀لฏฏฏฏ��ฏ؀؀ฏ؀�kلذ

ฏ�؀�؀ฏ�ฏ؀��؀ฏฏ؀�؀ଏฏฏ�؀ฏฏ؀ฏฏฏ؀�؀؀؀لฏل�ฏฏฏฏଏฏ؀�؀ଏฏฏฏ؀�؀؀؀لฏذ�؀؀ฏ؀�؀�؀لฏฏฏฏل�ฏ�ฏฏฏ؀ل�ฏฏ�ฏ؀ل�ฏฏฏ27�

2.2-��ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏฏฏ�:��

�:��ฏฏฏฏ؀ฏ؀�ฏฏฏฏ؀�؀؀�؀ฏฏฏฏ  )�أ

��ฏ�؀ฏฏ�؀ฏଏEWOM����ฏ�ฏฏฏଏ؀ �؀؀ฏ5ฏ� �ฏฏ؀ �؀ଏฏ��؀ฏฏฏ؀�ฏฏ؀ �ฏฏฏ؀ଏฏฏฏฏฏ�؀ฏฏฏ�؀ฏ�؀؀؀ฏฏ�ฏ�ฏฏฏ�؀؀��ฏฏ�؀��؀؀�؀ଏଏฏ

ฏ)؀ฏ �؀؀ �ฏฏฏฏ �؀؀ฏ �؀ଏฏ5ฏฏ��؀ฏ �؀ଏ؀ฏฏฏ �ฏฏ؀ଏฏ؀ฏ �؀ฏଏ �ฏฏฏ؀؀ �؀� ���؀ฏ؀ฏฏฏ؀ �؀ฏฏ �؀ฏฏฏฏ؀Hennig-Thurau� et�

al2004���(؀��

��ฏฏฏฏ؀ฏ؀ �؀ฏฏ �ฏฏ �؀ଏฏฏฏ؀ �؀ଏฏ �ฏฏฏฏ؀ �؀؀ �7ฏฏ �ฏ�ฏฏฏฏ؀ �؀؀ �ฏ�ฏฏฏଏฏ؀ �ฏฏฏฏ؀ �؀�؀ฏฏ �؀ฏ؀ �؀ฏ5 �ฏฏฏฏ؀ฏฏ �؀)ฏ�

�Gremler1994�1983��؀؛��Richins��(��

؀ฏ؀ �ฏฏฏฏ5��؀ �؀؀؀ฏ؀؀ �ฏฏ� �ฏฏฏฏฏ؀ �ฏฏฏฏฏ؀ �؀ �ฏฏฏฏଏฏ؀ �ฏฏฏฏฏ؀ ��ฏฏฏฏ؀ฏ؀ �؀ฏฏฏฏฏ؀ �؀ฏ �؀؀؀ฏ؀ �ฏฏฏฏ �؀ฏ؀ฏ �؀2009��(
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�؀ฏ�ฏ�ฏฏฏฏ�ฏฏฏฏฏ؀؀�ฏฏฏฏଏฏ؀�؀ଏฏฏฏฏ؀�ฏฏฏ�؀ฏฏ�ฏ)ฏ5�؀ฏฏ5ฏ؀E�WOM��28�

ฏ؀��؀ฏฏ5ฏ؀ �؀ฏ5 �؀ฏ؀؀ฏ �؀l؀ฏ؀ �ฏ�ฏฏฏ��؀ฏ�ฏ �ฏฏ �؀؀؀ฏ �؀WOM����؀؀eWOM�ฏฏฏ �؀ฏ؀ଏ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏฏฏฏ �؀؀ �؀

��ฏ)؀؀ฏฏ؀ �ฏ�ฏ؀؀ฏฏฏ؀Kamins�and�Assael��؀1987؛��Smith�and�Shelby��؀1978؛��Swinyard��؀1981���(

�؀�l؀ฏ؀ �ฏ�ฏฏฏ �؀ฏ��؀ฏ؀ฏ �؀WOM�؀��ฏ�ฏฏฏฏ؀؀ �ฏ�ฏฏฏଏฏ؀ �ฏฏฏฏฏ؀�ฏฏ� �؀ฏฏฏฏฏฏ؀ �؀؀ฏฏ�ฏฏฏ�؀Bansal�and�Voyer��؀

 
2727AchmadNizar Hidayanto, Mutia Ovirza, Pinkie Anggia, NurFitriahAyuning Budi, Kongkiti Phusavat,Ibid,p10 

28JiheneHananaAbdennadher, 2014, Op.cit p46-47 . 
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� ؀ฏฏฏ؀Hart  ،Heskett &Sasser  ،1990  ؀ ؀؀ฏฏ5ฏ؀؀ ؀ฏฏ ؀ฏ؀ฏ .(WOM    ؀�ଏฏฏ ฏฏฏ ؀ฏฏ؀ ؀ଏฏฏฏ ฏฏฏ ฏ�ฏฏฏฏ؀
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Lazerfield  ،1955ฏฏ؀؀ฏ؀ ฏฏ .(  ؀ฏฏฏ؀ ؀ฏ ؀؀)� ؀ฏ k؀ฏ؀ l؀ฏฏฏฏ؀؀ ؀ฏ ฏ ؀(؀)ฏ ฏ�ฏฏฏଏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏฏฏ ؀ ؀؀)ฏ� ،

 .ฏ)؀ฏฏ؀ 

ฏฏฏฏฏฏ5؀�  ฏ ؀ฏ؀ฏฏ  ؀ฏฏ؀  ฏฏฏ؀  ฏฏฏ  ฏ�ฏฏฏଏฏ؀  ؀ฏฏ؀ฏฏฏฏ؀  ฏฏ؀  ؀؀ฏ؀ଏ  ،Herr et al.   ،1991    ؛Doh and Hwang ، 

2009 ؀ฏ؀ ฏฏ؀ ฏฏฏฏฏฏ5 .(  �ฏฏฏଏ ฏฏ�ฏ ؀ฏฏฏฏฏฏ؀ ฏଏฏฏฏ ؀)ฏฏฏ؀ ؀ฏ ฏฏฏฏ ฏ k؀ฏฏ ฏ)ฏ5 ฏ�ฏฏฏଏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏฏ ،

 � ฏฏฏ؀؀ฏฏHerr et al.  ،1991 .؀ฏ�ฏ ؀ฏฏฏ؀ ฏฏฏฏฏฏ5؀ (  

  ؀ฏฏ؀ ؀ଏฏฏฏ ฏฏ؀ ، ฏ؀ฏ؀ଏฏ ؀ฏฏ؀ ฏฏฏฏฏ؀ ฏฏฏฏଏฏ؀ ؀ฏฏฏ؀؀ ؀ ฏฏଏ؀ฏฏ؀ ؀ฏฏ؀؀؀ฏ؀ ؀ฏ؀ฏ ، ؀ฏ؀ ฏฏ؀؀؀  ؀ฏฏ؀ ฏ�ฏฏฏฏฏ؀ ฏฏฏ

 ،؀ଏ؀؀؀؀ฏ؀ฏฏฏ ، ؀ฏ�؀�2008 ฏ؀ฏฏฏฏ؀ ؀ฏฏ؀؀ ؀ฏฏฏ ฏฏ ฏฏฏฏ ؀؀ฏ ฏ؀ฏฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀؀ ؀ ฏ ؀ฏ؀ �؀ฏฏ5ฏ؀ ؀ฏ5 ؀؀ฏ؀ .(

� k؀ฏฏ ฏ)ฏ5 ฏ�ฏฏฏฏ؀؀ ؀ ฏ�ฏฏฏଏฏ؀ ฏฏฏฏ؀ฏ؀ ؀ฏฏ ؀ฏAllen   ،1993    ؛Hastak&Park   ،1990    ؛Pechmann  ،

1992  ฏ؀ฏฏฏฏฏ؀ ฏฏฏฏ؀ฏ؀ ฏ�ฏฏ .(-    ฏ�ฏฏฏଏฏ؀  ฏ�ฏฏฏฏ؀؀ -    ฏฏฏฏ k؀؀ଏฏ .ฏฏฏฏฏ؀ ฏฏ ฏฏฏฏ؀؀ ؀؀ฏฏ؀ ¯ฏฏฏ ؀ฏฏ ؀ฏฏฏฏฏฏฏ
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��ฏฏฏฏฏ؀�ฏฏ�ฏฏ�ฏฏฏ�ฏฏฏ�k؀ฏฏฏ�ฏฏฏ؀�ฏฏฏ�ฏฏฏฏ؀ฏฏ�؀ฏฏ؀ฏฏฏฏ؀�ฏฏฏฏฏ�؀؀؀؀؀�l؀ฏ�ฏฏ�ฏฏฏฏ؀�؀؀ฏ�؀ฏฏฏCheung�

et� al.���؀2009ฏ؀ฏ؀ �؀؀ฏ �؀ฏฏฏฏ �؀ �؀ฏ؀ฏฏฏ؀ �؀ฏ�ฏ �ฏฏ �.���؀ଏฏฏฏ �.ฏฏฏฏ؀ฏฏ �ฏ�ฏ؀؀ฏ؀ �؀؀ �ฏ�ฏ؀ฏ؀ฏฏ؀ �ฏฏ�ฏ؀ฏ؀ �ฏฏฏ �ฏฏฏ

��ฏ�ฏฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏฏฏฏ �ฏฏฏଏฏ �.ฏฏฏฏฏ؀ �ฏଏฏฏฏฏ �؀؀ �؀ฏฏฏ؀ �ฏฏฏ �ฏ�ฏฏ؀؀ �؀ฏฏ؀ฏฏฏ5 �ฏ�ฏ؀ฏ؀ฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀

��؀ଏฏฏฏฏ؀؀�؀؀ฏฏฏ؀�ฏฏฏ�؀؀ฏฏฏ�ฏ�ฏฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀Lee&Koo؀2012��؀ฏฏ؀ฏฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�؀؀ฏฏฏฏฏฏฏ؀ �ฏฏฏ��.�

5ฏ؀ �؀ฏฏ �ฏ�ฏ؀ฏ؀ฏ��؀ฏฏ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏ �؀ฏ5ฏ؀ �؀ฏฏ �ฏ�ฏฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀؀ �؀ฏ؀ฏฏฏ؀ �؀ฏฏ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏ �؀ฏ

�.؀ฏ؀ฏฏฏ؀29��

�ฏฏฏฏ؀ฏ؀�؀ฏฏ  )�ت

��؀ฏฏ �؀ฏฏฏ؀؀ฏฏ؀ �ฏଏฏฏฏ�ฏฏฏ �؀ฏ؀ଏ �؀ฏฏ �ฏฏฏฏ �؀؀ฏ �.ฏ�ฏฏฏฏ؀ �؀؀ �ฏ�ฏฏฏଏฏ؀ �؀ฏ�ฏ؀ฏฏ؀ �؀؀ฏ �ฏฏ ��ฏ؀؀ฏଏ �ฏฏฏฏ؀ฏ؀ �؀ฏฏ

؀ฏ؀ฏฏฏ؀���Chen��؀Yu��؀Yi&Yoon��؀2004��.ฏฏฏฏฏ؀�ฏ�ฏฏฏ�ฏฏ؀�؀؀ฏฏ؀�ฏ5ฏฏฏ5�؀؀؀ฏฏฏฏ؀�؀ฏ�ฏ؀ฏฏ؀�؀؀ฏ�؀ฏ5ฏฏ؀�؀)ฏ��.�

 
29JiheneHananaAbdennadher, Ibid,p p46-47 
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��ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�؀؀�ฏฏ؀ฏฏ؀�؀؀�ฏฏฏฏฏฏ5�؀ฏฏฏฏฏฏ؀Park&Kim�؀��2008ฏ�؀ଏฏฏฏ�ฏฏ�؀ฏ�ฏ؀ฏฏ؀�؀؀ฏ�����؀؀؀ฏฏ؀�ฏ�ฏ�ฏฏ

�Park&Kim�؀2008؛����Chen�et�al����؀2004��ฏฏฏ�؀؀؀ଏฏฏฏ�ฏฏฏ�؀؀�ฏฏ)��؀؀ฏฏ؀�؀�؀ฏฏฏฏฏ�ฏ5ฏฏฏฏ5�؀ฏฏ؀�ฏ�ฏฏ�؀؀ฏ���

���؀؀؀ฏฏฏฏ؀�ฏ�ฏ؀؀ฏฏฏ؀Chen�et�al��؀2004���30�

3.2-�����؀؀ฏ؀�؀ฏ5؀ฏฏeWOM��

�� �ฏฏ؀؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ �ฏ ؀ฏ؀ฏ؀ �؀ฏ�؀ฏฏ �؀�؀ฏ؀ �؀ฏ؀؀ �؀ฏฏeWOM����ฏฏฏ�eWOM����7ฏฏ �؀�ฏ �؀ଏฏฏฏฏฏฏฏฏ

�ฏฏฏ؀؀�ฏฏ؀ฏฏฏ�؀ฏ�ฏ ؀ฏ�؀�؀ฏฏ؀�؀�؀؀ฏ؀ฏ�ฏฏฏฏ؀�؀ฏ�ฏଏฏฏ�؀؀ฏ�؀ฏ�؀ฏฏ؀ฏฏ؀؀�ฏฏฏฏฏ5�ฏฏฏฏฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�ฏฏฏ�؀؀ฏฏฏฏ5

�ฏฏ؀؀؀ �؀؀ฏ؀ ��؀ฏฏ؀ฏฏ؀ �؀؀ �؀ฏฏฏฏฏฏ؀ฏฏฏฏ؀ �k؀ �؀ฏฏฏฏ؀ �ฏฏ �؀؀ฏฏ �؀ฏଏ؀ฏ �؀ଏ؀ฏ؀ �؀ �؀ฏฏฏฏ؀ �؀ฏ �ฏ؀�ฏ؀؀ฏฏ �ฏฏ؀ฏฏฏ؀

ଏ �؀ଏฏฏฏฏฏฏฏ؀ �؀؀ฏฏ �؀؀ �ฏฏଏ؀ฏ �ฏ�ฏฏฏฏฏฏ؀��ฏฏฏฏฏ؀ �؀�؀ฏ؀ �ฏฏ؀؀ฏฏฏฏ �ฏฏฏฏฏ �ฏฏฏฏฏ5 �؀؀ଏ؀ฏ �؀ฏ؀ฏฏฏ؀ �؀ฏฏ �؀؀؀ฏ؀ �؀؀ �؀؀؀

� �ฏ�؀ฏฏฏฏ؀ �؀ฏฏฏฏฏฏ531��ฏฏ؀ฏฏ �؀؀ �؀)ฏ� �k؀ฏ؀ �؀ଏฏฏฏ؀ �؀ଏฏฏฏฏ؀ �l؀ฏ �ฏฏ؀ �؀ฏฏ؀؀؀ฏ؀ �ฏ؀ฏ �؀ଏฏฏ ���eWOM����ฏฏฏ

��؀ฏ؀ฏ ��؀؀؀ฏฏ؀ �؀ฏฏฏ؀ �ฏ�ฏฏฏฏฏฏฏฏฏฏ؀WOM��؀ฏฏ�؀ଏฏฏฏฏฏฏฏฏ �؀ฏฏ؀ฏฏฏฏฏ �؀ฏ�؀ฏ �؀؀؀��ฏฏฏ� �ฏฏฏ �؀��ฏฏ �؀ଏฏฏฏฏ؀ �ฏฏฏ �؀؀؀ฏฏฏฏฏ

�ฏ�؀ଏฏฏฏฏ؀�؀ฏฏฏ؀؀���؀ฏฏฏ؀�؀؀؀ฏฏ�؀ฏฏ�؀ฏ�؀ଏฏฏฏฏฏฏฏ؀�؀ฏ؀ฏ31��

��؀ฏ؀ฏeWOM��ฏฏฏฏ؀ �ฏฏฏଏฏฏฏฏฏฏฏ؀ �؀؀؀؀ �ฏฏฏ �؀ଏฏฏฏฏ؀؀ �؀ଏฏฏฏฏฏฏฏ؀ �ฏฏ؀ �؀؀ฏ؀ฏฏ �؀ฏ)؀ฏฏฏ �؀ ؀؀ଏ؀ฏ �ฏ؀ฏฏ)ฏ��ฏฏฏฏฏ �؀

؀ฏฏ؀ฏฏฏฏ؀ �؀؀ฏ5ฏ؀ �؀؀ฏ؀ฏ؀��؀ฏ؀ฏ �؀؀ �؀)ฏ� �؀eWOM��ฏ؀ฏฏฏ �؀ଏฏ �ฏ)ฏ5ฏฏ؀؀ �؀ฏ؀ฏ �ฏฏฏฏ �؀�؀؀ �ฏฏฏฏฏฏ؀ �؀�����ฏฏฏ

�؀؀ฏฏ؀ �ฏฏ �؀؀ଏ؀ฏ �؀ฏ�)�ฏฏฏଏ؀�؀ฏ �؀؀ଏ؀ฏ �ฏฏฏฏฏ �ฏฏฏฏ �؀ฏ ؀ฏฏฏฏฏ؀؛� �ฏ�؀ฏ �؀ฏ �ฏฏฏฏ؀ �؀؀ฏฏ �؀؀��ฏฏ؀ �k؀؀ଏ �؀ฏ �ฏฏฏ �؀

؀ฏฏ�؀ฏ�ฏฏฏฏฏ�ฏฏฏฏ؀��؀ฏ؀ �ฏฏ؀ �ฏฏฏฏฏฏ5 ��؀ฏ�ฏฏ؀ �؀؀ฏฏ؀ฏฏฏ �؀�؀ฏ؀ฏ؀ �؀؀؀ฏ �ฏฏ��؀ฏฏ؀ �؀؀؀ฏฏ5 �؀؀ฏฏฏฏฏฏฏ؀ �؀ฏ؀�ฏ�؀

ฏฏฏฏ�؀؀ฏ؀ฏฏଏ�ฏ؀ฏฏ5ฏ�؀؀�؀؀؀ฏฏฏ؀�؀ଏ؀؀ฏฏ�ฏ)ฏ5�؀ฏ؀ฏฏฏ؀�ฏฏฏ�k؀؀ฏ؀�؀؀ฏฏ�؀����

 
30JiheneHananaAbdennadher, Ibid,p p46-47 
31 Mohammad Reza Jalilvand2011  ,, «Electronic word-of-mouth: Challenges and opportunities,Procedia Computer 

Science, Iran. 
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4.2-��ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀؀؀ฏฏ����

��؀ฏฏ5ฏ �؀ଏฏ �ฏ)ฏ5؀؀ �؀ฏฏ5ฏ �ฏ)ฏ5 �؀ฏ؀ฏ �ฏฏฏ؀ �؀؀؀ଏฏฏฏฏ؀ �؀ฏ �؀ଏ؀ฏฏ؀ �؀؀ฏฏฏฏ �؀ฏ�ฏ؀ฏ؀ �ฏฏฏ �؀ฏฏฏ �؀ฏฏ��ฏฏฏBAO��

��ฏฏ؀�؀�ฏ�ฏ؀؀ฏฏฏฏ؀��

 �؀؀ฏฏฏฏ'�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀  )�أ

- �؀؀ฏฏฏ؀�ฏ5ฏ؀؀ฏฏ  :  ฏ�ฏ؀؀ฏฏ ฏ�؀ฏฏ ؀ฏଏ؀؀ฏ؀ฏฏ؀ ؀ฏฏฏ ؀ฏ ฏฏฏ؀  ฏฏฏ ؀؀ฏฏฏ؀؀  ؀ฏ؀ଏ l؀ฏ k؀ ฏฏฏฏฏ؀) ฏฏฏ ؀

 �؀ฏฏ؀ฏฏฏฏ؀ ฏฏฏฏฏ ฏฏฏ ؀ฏ ؀؀ฏฏ)؀ ฏ�ฏ؀؀ฏฏ ؀ ؀؀؀ฏฏ؀ฏฏฏฏ؀؀ ؀ฏฏ ฏฏ؀ 

ฏଏฏ  ฏฏ ؀ฏ؀ฏฏฏ؀  ฏ  ؀ฏ؀  ؀ฏ5  ฏฏฏฏ؀ฏ؀  ฏฏฏฏฏ  ฏฏฏ  ؀ฏଏ  �؀ฏฏ؀؀؀  ؀ฏฏ؀  ฏฏฏฏฏฏ؀  ؀ฏ؀ฏฏฏ؀  ฏฏ؀ฏฏฏฏ  ฏ�ฏฏฏ  ؀)ฏ�  ؀

  ฏฏฏ  ؀)ฏฏ؀�  ؀؀؀؀؀ฏ؀  ؀ฏฏ؀ฏฏฏฏ؀  ؀ฏ؀  ؀؀  ฏ؀ฏฏฏฏ؀  ؀؀؀؀ฏ  ฏฏฏฏฏฏ5؀  ؀؀ฏฏฏ؀  ฏ�ฏ؀؀ฏฏCheung  ؀Lee  ؀

&Rabjhon ؀2008 � ฏฏฏฏ؀ ฏฏฏฏ ؀؀ฏฏฏ؀ ฏ�ฏ؀؀ฏฏ ฏฏฏଏ ฏฏฏ ��Chatterjee ؀2001 ��  

  ؀؀ฏฏฏ؀  ฏ�؀ฏฏ  ؀ฏଏ  �ฏฏฏฏ؀؀  ؀؀ฏฏฏ؀  :؀؀ฏฏ ؀ฏฏ5ฏ؀  ฏ�ฏฏฏฏ  ฏฏฏฏ؀ฏ؀  ؀؀ฏฏ ฏ�ฏ؀؀ฏฏ ฏฏฏ ؀ฏฏฏฏ؀  ฏฏฏฏ؀  ฏฏ؀  ฏฏ؀ฏ؀  ؀؀؀

ฏฏ ฏ ฏฏฏฏ؀؀؀ ؀ ฏฏ؀ฏฏฏ؀ ฏ) ฏฏฏ؀ ฏ  ؀؀ฏฏฏ ฏ�ฏฏฏฏ؀؀؀ ؀ฏฏฏ؀ ฏฏฏ ؀؀ฏฏ  ฏฏฏ ؀؀ฏฏฏ؀ ฏ�ฏ؀ฏ؀ฏ ؀؀ ฏฏฏฏ؀ ฏ�؀ฏฏ ؀ฏ�؀

 �ฏฏ؀ฏฏ؀؀ ؀ ฏฏฏฏฏ؀؀ ؀ฏ ฏฏ؀ฏฏ ؀ฏฏ؀ฏฏฏ ؀�؀ฏฏฏ ؀؀ฏ؀ฏฏ؀ ฏ�ฏฏ؀ ฏฏฏ؀
32 

 ฏ؀ฏฏ؀�ฏฏ؀؀ฏฏ؀'�ฏฏฏฏ؀ฏฏ'�ฏ؀  )�ب

- �ฏฏฏฏ؀ฏ؀�؀ฏฏฏฏ  :  ฏ�؀ฏฏ ؀ฏଏBAO    ฏฏ؀؀ ฏฏฏ؀ ฏฏฏฏ ؀؀ ฏฏฏฏଏ؀ ؀ฏ�ฏ k؀ ฏฏ؀ ฏฏฏ ؀ฏ�ฏ؀ฏ؀ ฏฏฏ؀؀ฏฏ ฏ؀ฏฏ؀ ฏฏ؀؀ฏฏฏฏ؀

� ؀ฏ؀ฏฏฏ؀ ؀ฏฏ ฏ)؀ฏ ؀؀ ฏฏฏฏ k؀؀ ؀ฏ ؀؀ฏฏฏฏฏฏ؀؀ ؀؀ ؀ଏฏฏฏฏ؀؀ ؀؀ ؀ฏ5ฏฏฏ؀؀ ؀ฏฏฏฏฏฏฏ؀ ฏฏฏHenning-Thurau 

 ؀Gwinner  ؀Walsk  ؀Gremler ؀2004 �33 

- ฏฏฏฏ؀ฏ؀��؀ฏฏฏ�:  ฏฏฏฏ؀ฏฏ ฏ�ฏฏฏฏ؀ ฏฏฏฏ؀ฏฏฏฏ5 �ฏฏฏฏ ؀؀ฏ؀ ฏฏ ฏฏ؀؀؀ฏฏ؀ฏฏฏฏ؀ฏฏ  ฏଏฏฏฏ ؀ฏଏ �ฏฏฏฏ؀ฏ؀ l؀ฏฏฏ k؀ ؀

ฏฏฏฏ�ฏ؀ ؀ฏฏ ؀ฏฏฏฏ؀ ฏ؀ฏ  ฏฏ؀: 

 
32JiheneHananaAbdennadher, 2014, op.citp 37. 
33JiheneHananaAbdennadher, Ibid, p38. 
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��؀؀�ฏฏฏฏ�ฏฏฏฏ؀ฏ؀�؀ฏฏฏฏ�ฏ�ฏ�l؀ଏ�k؀ฏ؀�l؀ฏฏ؀�؀ฏ���ฏฏฏฏฏ���ฏฏ؀؀��ฏฏฏฏ؀�ฏฏฏ؀��ฏฏฏฏ؀���؀؀ฏฏ؀��؀؀ฏฏ؀�؀؀ฏ

��ฏฏฏฏCheung��،Luo��،Sia&�،Chen��،2009������ฏฏ؀�؀ଏฏฏ�ฏฏฏ؀�ฏฏฏฏ؀�؀؀؀ฏฏฏ�ฏ ؀ฏ�؀�؀ଏฏฏ؀ฏฏ؀�؀ฏ5�؀؀ฏฏଏ

��ฏฏฏฏ؀�ฏฏ�ฏฏฏฏฏฏ؀�ฏฏฏฏฏฏฏฏฏ ؀؀؀�ฏฏ؀ฏ؀�ฏ�ฏฏ؀Bhattacherjee&Sanford�،2006���

- �ฏฏฏฏ؀ฏ؀�؀ฏฏ  : ؀ฏฏ�ฏฏฏฏ؀؀ ؀ฏ ฏฏ؀ ฏฏฏ ؀ ؀ฏฏฏ؀؀ ؀؀ ؀ฏฏ؀ฏฏฏฏ؀؀؀ ؀ฏฏ ฏ�؀ฏฏ ؀ฏଏ   ؀ଏฏฏฏฏฏฏฏ؀ ฏฏฏ ؀ฏ ؀؀؀ฏฏฏฏ؀

� �ฏฏ؀ฏ ؀؀ ฏฏฏฏ ؀؀ฏChen  ؀Yi  ؀Yoon  ؀2004  ؀؀ฏฏฏฏ؀ ฏฏฏ ฏฏ؀؀؀ฏ؀ ؀ฏ ฏฏฏ؀ ؀ฏฏ�ฏฏฏฏ؀؀ ؀ฏ ؀ฏ5ฏฏ؀ ؀)ฏ� ��

 �ฏ�؀ฏฏฏ ฏฏฏฏ ؀؀ ฏฏฏฏ ฏ�ฏฏฏ ฏฏฏ ฏฏฏฏ 

- �؀5ଏฏฏฏ؀  :  ฏ�؀ฏฏ ؀ฏଏ  ؀�ଏฏฏฏ؀ ؀ฏฏ�ฏฏฏฏ؀  ฏฏ؀  ฏฏฏ    ؀ฏ ؀ฏ ؀ଏฏฏฏ) ؀�ଏฏฏฏ؀  ؀�؀ฏฏ  ؀ฏଏ  ฏ؀ฏ �؀؀ฏ؀ฏฏฏฏฏ؀  ฏฏฏ؀ฏ  ฏฏฏ؀

 ��؀ฏฏ؀؀ฏ؀ ฏ�ฏฏฏ� ฏฏฏฏฏฏ؀ ؀ฏ5ฏ؀ ؀ฏฏ ؀ฏ ؀ଏฏฏฏฏฏฏฏ؀ ฏ؀ฏ؀؀ฏ ฏฏฏฏ5ฏ؀؀؀ ؀ฏ 

  ؀؀؀ฏฏฏ ؀ଏฏฏฏฏฏฏฏฏ ؀ฏฏฏฏ؀؀ ؀ฏ ؀ฏ؀ଏ �؀ฏฏฏฏฏฏ؀  ฏฏฏ ฏ�ฏฏฏฏ ؀ฏฏ؀ฏฏฏ ؀ ؀؀؀؀ฏ؀ฏฏฏ؀ ؀ฏฏ ؀ฏฏฏฏฏฏ؀  ؀ฏฏ�ଏฏฏ  ؀ฏฏ

 ؀ฏ؀ ฏฏฏฏ5ฏ؀ ؀ฏฏ؀ฏ ฏ؀�ฏฏฏ؀  ؀ฏ ฏฏฏฏ؀ ฏฏ؀ฏฏ؀؀ ؀ ฏฏฏฏฏ؀؀؀ ؀ฏ ฏฏฏ ؀؀ฏฏฏ؀ ฏฏฏ ؀ଏฏฏฏฏฏฏฏ؀ ؀ฏฏฏ� �؀ฏ؀ฏ�ฏฏ؀ ฏ�ฏ

� ฏ�ฏ؀؀ฏฏฏ؀ ฏ�ฏଏฏฏ؀؀ ؀ฏฏฏฏ؀ ؀؀ଏฏ�ฏ؀؀ ؀ฏMengmeng ؀Zhihong& ؀Ming ؀2015 ��34 

- ฏ5ฏ؀ฏฏ؀�؀؀ฏฏฏ؀ :  ฏฏ؀ ฏฏฏ ฏฏ؀؀ฏฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏฏฏ؀ ؀ฏฏ ؀ฏ ฏ�ฏ؀ ؀ฏฏ؀ଏ k؀ฏ؀ k؀ฏ5ฏ؀ ฏ�ฏฏฏฏ؀ ؀ఏ؀ฏ؀�  ฏ)ฏ�؀؀؀ฏ

 ฏฏ؀ฏ  ؀؀  ฏฏฏฏ  ؀ฏฏฏฏ  ؀�ଏฏฏฏ  ؀�؀ฏ؀  ؀ଏฏฏฏฏฏฏ  ฏฏ؀  ฏฏ؀�؀  ฏฏ؀ฏฏ؀  ฏฏฏ؀ଏ  �؀ฏฏฏฏ؀  ؀ฏ)ฏ؀  ؀ฏ

�Alanah&Deepak؀2008  ฏฏ؀ฏฏ ؀؀ฏ ؀؀ฏ ฏ�؀ฏฏฏ؀ ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏ ؀؀ฏ) k؀ฏ5ฏ؀ ฏ�ฏฏฏฏ؀؀ ؀ฏฏฏ ؀ฏ؀ ��

  ؀ଏ؀ฏฏ؀  ؀ฏ)  �ฏฏ ؀ฏ؀  ฏฏ  ؀؀ฏฏฏฏฏ  ؀ฏฏ�ฏฏฏ؀  ؀ฏฏ)  ؀؀؀  ฏฏฏ  ؀؀ฏฏฏ5ฏ؀  ؀؀ฏฏฏ  ��؀ฏฏฏ؀  ؀ฏฏฏ  ฏฏ  ؀ଏฏฏฏ5ฏ؀  ؀ฏ

� ฏฏ؀ ؀ฏ �؀ฏ5ฏฏฏ؀ ؀ฏ5 ؀�؀ฏฏ ؀؀ฏ؀ฏฏ؀ ฏ�ฏฏ)ฏฏ؀ ฏ؀ฏฏ ؀ଏฏฏฏฏFrang &Salvendy  ؀2003  ؀�؀؀ฏฏ ฏ�؀؀؀ฏ �

 �؀؀؀ฏ ؀ฏฏ؀ ؀ฏฏ؀ฏฏฏ؀ ฏ�ฏ؀ฏฏ؀؀؀ ؀ฏฏฏฏ5 ؀ฏฏฏฏ؀35 

 
34JiheneHananaAbdennadher ,Ibid, p38. 
35Ibid, p39. 
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  �ฏ'ฏฏฏฏฏฏ'�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀  )�ت

  ؀ฏ ؀؀ฏ ฏฏ؀؀ฏฏ؀  ؀ฏฏฏ�؀؀؀ฏ؀    ฏฏฏ ؀ฏ؀ଏ k؀ฏ؀ ฏฏฏฏฏฏฏ؀ ؀ଏฏฏฏฏ؀ฏฏฏ�ฏ؀ ฏฏฏ؀؀ฏ؀ ؀ฏฏฏฏฏฏ؀؀؀ ؀ฏฏฏฏ  ،  ฏฏ ؀؀؀ฏฏ؀ ฏ�ฏ

  ، ฏฏฏ؀؀ ฏฏฏ�؀؀ �(؀ฏฏฏ ฏ)ฏ5 ฏฏฏฏ؀ ؀؀؀ฏฏ ฏฏฏฏฏฏฏ ฏ�ฏฏฏฏ؀ ฏฏฏฏฏฏ5 ฏ؀؀ฏ5ฏ؀ ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀2010  ؀ฏ ؀ฏ�ฏ؀ฏฏ؀؀ �

 �؀�؀ฏฏ؀ ؀ଏฏฏฏฏฏฏฏ؀  

 ฏฏฏ؀ ฏ�ฏฏฏ ؀ฏ ؀؀ฏ) ฏ5ฏ؀ ฏฏฏ ؀؀ ฏฏฏฏ5 ฏ�ฏฏ؀ ฏ؀ฏ ฏฏ؀ฏ  ฏฏ5ฏฏ؀؀ ؀ฏ ฏฏ ؀؀؀ฏฏ؀ ฏ�ฏ ؀؀ฏฏฏ ؀ฏฏฏ��ฏ�؀ฏฏ؀؀؀ ؀ฏฏ؀ ؀

  ،  �ฏฏ؀  ؀ฏฏ���؀ฏฏฏ؀  ฏฏฏฏ52016ฏฏ؀؀؀؀  ฏฏฏ ؀ฏ  �ฏฏฏฏ؀  ؀ฏฏฏ  ؀ଏฏฏฏ؀  ؀؀ฏฏ  ��   � Katz  ،E&Lazerfield  ،

P�F �1955 ؀؀ฏฏ) ฏ�ฏฏฏ ฏฏฏ) ؀ฏฏଏ؀  ،�؀؀؀ฏฏ؀  ฏ�ฏ  ฏฏ ؀ฏฏฏ  ؀ฏ5 ؀ฏฏ؀ ؀ฏฏ؀ฏฏฏ5ฏ؀  ؀ฏ؀ฏ �؀ฏ�ฏ؀؀ฏฏฏ؀  ฏฏฏ�ଏฏฏ؀ ،

 ؀؀؀ଏฏฏฏฏ�؀؀؀ ؀ฏฏ؀ ฏ�ฏฏ ฏฏฏ؀ ؀ฏฏฏ ؀ฏฏฏฏฏฏ؀ ؀ฏฏฏฏฏ �ฏฏฏฏ ฏฏฏ؀36  

5.2-��ฏ؀�؀ฏฏฏ؀�ฏฏฏฏฏ�ฏ�؀؀ฏฏ؀�؀؀ฏฏฏฏ؀�؀؀؀ฏฏ  

 ؀ฏ�ฏ؀ฏ؀ ฏฏฏ؀؀ฏฏ ฏ؀ฏฏ؀؀ ؀ฏฏ ؀ฏ�ฏ؀ฏ؀ ฏฏ ฏ؀ฏ؀؀ฏฏฏ؀ ؀ฏฏฏ؀ ؀ฏ�؀؀ฏฏ؀ ؀ฏฏ ،BAOฏ؀لإ ฏ�ฏ؀؀ฏฏ :  

 أ��؀؀ฏ؀��؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�؀؀ฏฏฏ؀��ฏฏฏ  )�أ

- ��ฏ(؀ฏฏฏ؀�؀؀؀ฏฏฏ؀S.O.R�  ؀ଏฏฏฏ ؀ฏฏฏ  ؀ฏ5ฏฏฏฏ؀؀؀ ؀ฏฏ ฏ؀�ฏฏฏฏฏฏฏ؀ l؀ฏ ؀؀؀ฏฏ؀ ฏ�ฏ ฏฏฏ ؀ฏ؀ฏฏ؀ ؀لإฏฏ ฏฏฏฏ؀ฏ؀

� ؀؀ฏฏฏฏ؀ ؀ฏฏฏฏฏฏ؀ORS  �؀؀؀ฏฏฏฏ؀؀ ؀ฏ؀ ؀ฏฏ ؀ฏ ฏ�ฏฏฏฏฏ؀؀ ؀ฏฏ ؀ฏฏฏ؀ ؀ฏ � 

 ؀�  ؀؀؀ฏฏฏ؀  ฏฏ؀�SORฏฏ  ؀؀  ؀)ฏ�  ؀؀؀ฏฏ؀  ฏฏฏ  k؀ฏฏฏ  ؀ฏฏฏฏฏ  ฏฏଏฏฏ؀  ؀؀  �  ฏ�ฏฏ؀؀ฏ؀  ؀ฏฏ�ଏฏฏฏ؀  ฏฏฏ  ฏฏ

؀؀ฏฏฏ  �ฏฏฏ ฏฏ؀؀؀ฏ ฏฏฏ؀: ،؀؀ฏฏ5؀ ฏฏฏฏ ฏฏ؀؀؀ ؀ฏฏฏ؀؀ ؀ฏ ؀؀ฏଏ �؀ฏ5ฏฏ؀37  

 
36Berrached Sara, Cherchem Mohamed, (2020), «  Impact du bouche à oreille électronique sur l’intention d’achat : 

Cas du consommateur algérien. Exploration netnographique », Revue Algérienne d’Economie et gestion, Algérie, 

Vol. 14, N° : 02. 

 
 
37Ibid, p410. 
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�؀ฏฏฏฏฏฏ؀ ฏ؀�ฏฏଏฏ  �ฏ'ฏฏฏฏฏ؀ 

� �؀ฏฏฏฏฏฏ�؀؀ :  ؀ฏฏฏ؀؀؀ ؀ฏฏฏ ฏฏ ฏ؀ฏ �� ฏ�ฏ؀ฏ ؀؀ ฏฏ؀ฏฏ؀ ؀ฏ؀ฏฏฏฏ؀؀ ฏฏฏฏฏ؀؀ ؀ฏฏฏ� ฏฏฏ ؀ฏฏฏฏฏฏ؀  

� �؀؀؀ฏฏฏ؀�؀؀ฏฏ؀��؀ฏฏฏ؀��؀ฏฏฏฏฏฏฏ':  ฏฏ؀  k؀؀ଏฏ  k؀ฏฏฏฏฏฏฏฏฏฏ5  ฏฏฏฏฏ؀  ؀؀؀ฏฏ؀  ؀ฏฏฏ؀  ฏ�ฏฏฏ  ؀ฏฏฏ�؀

  ฏ؀ฏ ؀)ฏฏ ฏฏ ฏฏฏ؀ ؀�؀؀ฏ �؀ฏฏฏฏฏฏ؀ฏฏଏ_؀ ฏ�ฏฏฏฏ؀؀ ฏ�ฏฏฏฏฏฏ؀ ؀ฏฏฏฏฏฏ5 ؀ฏฏฏฏฏ�ฏฏฏฏ؀  

� �؀ฏ'ฏฏฏฏ؀�؀ฏฏฏฏฏฏ؀ : ؀ฏฏฏฏฏฏ؀  ฏฏฏ  ؀؀  ؀؀)�  ؀؀  ؀)ฏ��ฏ؀  ฏฏ؀  ؀ฏ؀ฏ  ؀؀؀ฏ  ؀؀  ฏ�؀ฏฏฏ  ฏฏฏฏ  ؀ฏ�ฏ

؀ฏฏฏฏฏ5�ฏฏฏฏ  ؀؀؀ฏฏ  ฏฏ� ؀S�O�R  ฏ؀  �  ؀ฏฏฏฏฏฏ؀�ฏฏଏฏ    ؀؀ฏฏ؀  ؀؀ฏฏ  ฏฏฏ  ฏฏଏฏฏ؀؀ଏฏฏฏ  �ฏ5ฏฏฏฏฏ؀  �

  ؀ฏଏฏ� ฏ�ฏฏฏฏ؀ ฏ�ฏฏฏฏ؀ �ฏ؀ ؀1975� 38� 

� ؀ฏ؀ ฏ)ฏฏ؀01 ؀01 :� ฏ)؀ฏฏฏ؀؀؀ ؀ฏฏฏ؀S�O�R 

  

��

��

Source�:�Abdennadher, �2014�, L'influence du bouche à oreille électronique �EWOM� sur le comportement du 

consommateur titre complet du livre, Ecole doctorale augustin Cournot�  

  

 ฏฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�ฏฏฏฏฏฏ�؀؀ฏฏฏ:�  )�ب

- �؀ଏฏଏฏฏฏฏ؀�؀ฏ�؀؀ฏ�؀؀؀ฏฏ�: 

  ؀؀؀ฏฏ  ؀؀  ؀ଏฏଏฏฏฏฏ؀  ؀ฏ�؀؀ฏ  ؀؀؀ฏฏ  ؀؀؀ฏฏฏ؀  ؀ฏଏ  ฏฏ  ฏ؀5ฏฏฏELM  ฏଏ)ฏฏ  ฏฏ  ؀؀ฏ؀ฏฏ؀  ฏ�ฏฏฏฏ؀  ؀؀؀  ؀ฏฏ

  ؀؀؀ฏฏ  ؀ฏ؀ଏ  �؀؀ฏฏฏ؀؀  ؀ଏฏฏฏฏฏฏฏ؀؀؀ฏฏELM    �ฏฏฏฏฏฏฏ؀ฏฏฏฏ؀  ฏฏฏฏฏฏ  ฏฏ  ؀؀ฏฏฏฏ؀  ؀ฏ�ฏฏฏฏฏ  ฏฏฏฏ  ؀ฏฏ؀  ؀ฏฏ؀

ฏଏฏฏฏฏ؀ ฏ�ฏฏฏฏฏ؀؀؀ ؀ฏฏฏ ฏ5ฏฏฏฏ5 ؀ฏฏฏฏฏฏ5؀ �  

 
38Berrached Sara, Cherchem Mohamed, (2020), «  Impact du bouche à oreille électronique sur l’intention d’achat : 

Cas duconsommateur algérien. Exploration netnographique », Revue Algérienne d’Economie et gestion, Algérie, 

Vol. 14, N° : 02. 
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�ฏ�ฏฏฏฏ�ฏฏฏฏ؀ฏ؀�؀؀ฏฏ�؀؀�ฏฏ؀ฏଏ؀�؀ฏฏฏฏ؀���؀؀�؀ฏ�ฏฏ؀��؀ଏฏฏฏฏฏฏ�؀ଏฏฏ�؀؀5�7ฏฏ؀�ฏฏฏฏฏฏ�؀)ฏ�����؀؀�؀ฏ�؀؀�k؀(؀ฏฏ

��؀ �ฏฏଏ_؀ ؀_�؀ଏฏฏ)� �k؀ฏ؀؀ฏ؀ ���؀؀ฏ؀1987��ฏฏ �ฏ؀ฏ ��ฏ�ฏฏฏฏ؀ �؀ฏ �ฏ�ฏฏฏฏ؀ �ฏฏ؀؀ฏ؀ �ฏฏ ��ฏ؀؀ฏଏ �k؀(؀ฏฏ؀ �؀ฏฏฏฏ؀ ���

ฏฏฏ؀�؀ฏ5ฏ؀ฏฏฏฏ5�ฏฏฏ؀ฏฏ�ฏฏฏฏฏฏ�؀؀ฏฏฏ�ฏฏฏฏ�ฏฏฏ؀�ฏ�ฏଏฏ؀؀ฏฏฏ؀ฏ�ฏฏฏฏ؀�ฏฏฏฏ؀ฏฏ5�ฏฏฏฏฏฏฏ؀�ฏ�ฏ��؀ฏ)ฏฏ؀�؀ଏฏ؀ฏ�ฏฏ؀�؀ฏ�؀

�؀ฏฏ؀ �ฏฏฏฏ؀ �ฏฏ�ฏ�ฏฏฏฏ؀ �ฏฏฏฏ؀�ฏฏ؀ฏ؀�ฏฏฏ؀ ���؀؀ฏ؀ฏ)؀ฏฏฏ�ฏฏ؀ �؀؀؀ฏ؀ �ฏฏฏ �؀ฏ�؀؀ฏฏฏ�ฏ��ฏฏฏฏฏฏฏ؀ �ฏฏฏ�؀�؀؀ฏฏ �؀ଏฏ�؀

��ฏฏฏฏ؀؀ฏ�ฏ�ฏ؀ฏฏ�؀ฏฏฏฏ�ฏฏฏ�؀ฏฏ)ฏ�؀ฏฏฏฏ�؀ฏ؀�؀ฏ5�؀؀ฏ؀ฏ�ฏ��ฏฏฏฏ؀39��

- �؀؀؀ฏฏฏ؀�ฏฏฏฏฏฏ؀=�؀ฏฏ؀ฏฏฏ؀�: 

  ؀ฏ ؀ଏฏ؀ฏ ฏฏฏ ؀(؀ଏ �ฏ5 ฏ؀�ฏฏฏ؀ ؀ฏฏฏ�ฏฏ؀ ؀ฏฏฏฏ؀؀ ฏฏฏฏ؀ฏ؀ l؀ฏฏฏ ؀ฏ ؀ฏ) ฏฏฏฏฏฏ؀ k؀ฏฏ؀ฏฏฏ؀؀؀ ؀ฏฏฏ؀ ؀ฏฏ�

  ؀ฏعฏ؀؀؀ฏฏ؀ ؀ฏ�؀ฏฏ ؀ฏ ฏฏฏฏ؀؀ ฏฏฏฏฏ ؀  ฏฏฏ ؀؀ฏฏฏ؀؀ ؀ฏ ฏฏฏ ฏฏ ؀؀ฏฏ ฏฏฏ؀ ฏฏฏฏعฏฏ؀ ฏعฏ؀ ฏฏฏฏ ฏฏฏ؀ ؀؀

  ؀  ؀ଏ)�ฏฏ�  ؀ฏ؀ฏ؀  ؀ฏฏ  ฏฏ  ฏฏฏ�ଏฏฏ؀  ؀ฏฏฏฏฏฏ؀  ؀ฏฏ؀ฏعฏฏ؀1980  �(  ؀)ฏฏ؀  ؀؀  ؀؀)ฏ  ฏฏ  ฏฏฏ  �ฏ؀؀ฏଏ  ؀ฏ؀ฏฏฏ؀  ؀؀ฏฏฏฏ؀

  ؀؀ ฏ�ฏฏعฏ؀ ؀ฏ�ฏฏعฏ؀ ؀ฏ ؀؀؀ฏฏ ؀؀ฏ؀ ؀ฏ ฏฏฏฏ ؀؀؀؀؀ฏฏ؀؀؀ଏฏฏฏฏฏ ฏฏฏ)ฏ ؀ଏฏ؀؀؀ ؀ฏฏ؀ ؀ฏ�؀ฏฏ ؀ฏ ฏฏฏฏ؀  ฏฏ؀ ฏฏฏ ؀ฏฏ؀�؀

؀ฏ5ฏ  ฏฏଏฏ؀ฏฏعฏ؀  ؀ଏฏ  �؀ฏฏ؀ฏعฏฏ؀  ฏฏฏฏعฏฏ  ฏ  ؀ฏ؀ฏଏ  ฏฏฏฏ؀ฏ؀  ฏฏฏฏعฏฏ  ฏฏฏฏ  ฏฏଏฏฏฏ  ฏฏ؀ฏ  ฏฏ  ฏ�ฏฏฏฏฏ؀  ฏฏฏฏ؀ฏฏ

ฏ� ؀ฏฏ؀ฏعฏฏ؀ ؀ฏ ؀ଏฏ) ؀؀ฏฏ ฏ؀ฏ�ฏ؀ ฏ ؀ฏฏCacioppo& Petty ؀1987�(40  

- ؀ฏฏ5ฏฏ(�؀؀؀ฏฏ�: 

� ؀ฏ؀ฏฏ؀؀2  ฏฏ؀ฏฏ؀    ؀ฏฏ (1 ฏعฏฏฏฏ ฏฏ؀ع؀ฏฏ؀ฏ ؀ฏ ؀ฏฏ ؀؀�؀ଏฏฏ ؀ฏ �؀ฏ؀ฏฏฏ؀ ؀ฏ؀ฏฏ؀  ؀2011  ฏ ฏ؀ฏฏ؀Kahnemanـ �

  ฏฏ�؀؀  ¿؀ฏฏฏ؀  ؀ଏฏฏฏ  ฏฏ؀  ؀؀؀ฏ  ؀ฏ  ฏฏฏ  ؀؀ฏ؀ฏ؀  ฏ؀ฏ  ؀؀ฏฏ  �؀؀ฏ؀ฏ؀  ฏฏฏ  ฏฏ؀ฏ؀  ؀ଏ؀ฏ  ؀؀ฏฏ  ؀؀ฏ�periphrasis 

 
39Berrached Sara, Cherchem Mohamed, (2020), Ibid, p411. 

40Berrached Sara, Cherchem Mohamed, (2020),  Ibid, p411. 
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��؀ฏ؀ฏฏ؀�؀ฏฏฏ���ฏฏฏฏฏฏ؀�¦ฏฏฏฏฏ؀؀�؀ฏฏ�ฏଏฏฏฏ؀�؀ฏ؀ฏ؀�؀ଏฏ؀ฏ�ฏฏฏฏฏฏ5؀1��ฏ؀�ฏ؀�ฏ؀ฏ؀�ฏ؀ฏ;�؀�k؀�؀ฏ��؀ฏ؀ฏฏ؀�ฏฏฏ��ฏฏฏଏฏ��ฏ�؀ฏ2��

ฏฏ؀ฏ؀�،؀ฏ؀5ฏ؀ฏ�ฏ؀ฏฏ�؀؀؀؀ฏ�؀ฏ؀ฏฏ؀�ฏ5ฏฏฏ،41�

�
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41Berrached Sara, Cherchem Mohamed, (2020), Ibid, p411. 
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ฏฏฏฏฏ؀�:�

�ฏฏฏฏ؀ �؀؀ฏ �ฏฏ،����؀ฏ؀ �ฏฏ؀؀؀ฏ �ฏฏฏฏ؀؀ف��ฏ؀لأ��ฏฏฏ �ฏฏฏฏฏฏ؀ฏ؀ �؀ฏฏฏ؀ �؀ଏฏ �؀ฏฏฏฏฏฏฏ؀؀ �؀ฏฏฏฏฏฏ؀ �؀ଏฏ �؀ଏଏฏฏฏ؀��؀؀؀ฏฏ

��k؀ଏฏฏฏฏ؀WOMฏ؀�؀ฏฏฏ�؀؀؀)�؀؀ฏฏ����ฏฏ؀؀ฏฏฏฏ؀eWOM��؀ฏ؀؀�؀؀ฏฏ��(WOM����،��؀ฏ؀��؀؀؀ฏ�؀ฏWOM��؀؀ฏ�ฏ؀ฏ؀�ฏฏ��

�ฏ�؀ฏฏ�ฏฏ؀eWOM���؀ฏ��ฏฏ؀�ฏଏฏฏฏฏeWOM����

��ฏฏฏฏ؀ �ฏฏ؀ฏ �؀ฏฏฏฏฏ �؀�؀ଏฏฏฏฏ؀ �؀ଏ؀ฏ �؀ଏฏ �ฏฏ�ฏ؀ฏ؀ ฏฏฏฏ؀ف� �75ฏ؀ଏ �،ฏฏ؀؀ฏ؀ �ฏฏeWOM���ฏฏ)��؀ฏฏฏฏฏ؀ ��ฏฏฏฏ

ฏฏฏ5�؀ฏ5ฏ؀�؀ฏฏฏ5�؀؀ฏ؀ฏ��ฏ�؀ଏ؀ฏ؀�؀؀؀ฏلأฏ5�ฏฏ؀؀ฏฏฏ؀�ฏ�ฏ؀؀ฏฏฏฏ؀��ฏฏ�ฏฏ�؀ฏ؀5؀؀؀�؀؀ฏฏ�؀ଏ؀ฏ؀؀�؀؀؀؀��

ฏ�ฏฏฏฏ؀�؀؀ฏ�؀ଏฏଏ�؀ฏ�؀؀؀ฏฏ؀�ฏ����ฏฏ؀ฏ�ฏ؀ฏ؀؀ฏ�ฏ؀ฏฏฏ؀�؀ฏ�k؀ฏ؀�l؀ฏฏฏฏ؀�ฏ�ฏ؀؀ฏฏ5�؀ฏฏ�ฏ)ฏ5��ฏฏฏฏ�ฏฏฏฏ؀ฏ؀���ฏฏฏฏ؀

ฏฏฏฏ؀ � �ฏฏ؀؀؀؀ �؀ฏฏฏฏ �؀ฏ؀؀ �ฏฏ؀؀ฏ �،؀ฏ؀ฏeWOM��،ฏ؀�ฏฏฏ ���؀ฏฏ�ฏฏ��ฏ؀ �؀ฏ5ฏฏฏ؀ �ฏฏ��ฏ؀ฏฏ �ฏฏฏฏฏฏฏ؀ �؀ฏฏฏฏ

�ฏฏฏฏ؀ฏ؀ଏ�؀ଏฏ؀�؀؀لأฏ؀��؀ฏ�ฏฏฏฏฏฏฏ�ฏ؀�؀ଏฏ��؀��؀ฏฏฏฏฏ؀�؀؀�ฏ؀؀ฏฏฏ؀�،�(7ฏฏฏฏ�،�ฏฏฏฏ�،�ฏฏฏฏଏ���ฏฏ�ฏฏฏฏฏฏ؀����؀؀�؀؀ฏ�

(ฏฏฏฏ؀�؀؀؀ฏ�،�ฏฏฏฏ�؀؀؀ଏฏ؀؀����(ฏฏฏฏ؀ฏ؀�؀؀ฏ��
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�ฏฏฏฏฏ؀�ฏฏฏฏ؀�؀ଏฏฏฏ�

��������ଏฏฏฏ�؀؀ฏฏଏฏ؀؀ฏฏ؀�؀؀؀ฏฏ؀�؀ฏ�؀ฏฏฏฏ؀�ฏฏ؀�� ؀̄ฏ�؀؀ଏฏ؀�؀ฏ؀�،�؀� ؀̄؀ฏ�؀ฏ؀ฏฏ5ฏ����ฏฏฏ؀�؀؀ଏ؀ฏฏ؀�ฏฏฏฏฏฏฏ؀�ฏ؀�ฏฏ

ฏଏฏฏฏ؀ ؀ฏฏฏฏف� �ฏฏฏ؀ �؀ฏฏฏ؀ฏฏ؀ �ฏ) �ฏฏ؀ฏฏฏ��؀ฏଏฏ؀ �؀ฏฏฏฏฏ؀؀ �، �ฏฏฏฏฏฏ �ฏฏ؀ฏฏ �ฏ)؀ฏฏ؀ �ฏฏฏ �؀ฏଏ �، �؀ฏ؀ฏ �ฏฏଏฏฏ ��

ฏ�؀؀ฏฏฏฏ�؀؀؀ฏฏฏฏ5�ฏฏฏฏ؀؀�؀ฏฏฏฏฏ؀����ฏฏฏ�ฏฏฏ؀�

�������؀ฏ؀�ฏฏ؀�ฏฏฏฏฏฏ5ฏฏ؀�؀ฏฏ؀؀�؀؀ฏฏ�؀ฏ��؀ฏ�،�؀ฏ�ฏฏ)�؀؀ฏ�؀ฏฏฏ�؀ฏฏฏฏ؀�؀؀�؀ฏฏ��،؀ฏฏฏ����ฏ؀ฏ�؀ฏฏ�¦ฏฏฏฏฏฏ�؀؀ฏ

ฏฏฏฏฏฏ5؀ฏ؀�؀)ฏฏฏ؀�؀ฏ�ฏฏฏଏ�؀ฏฏ؀ฏ؀�ฏ�ฏฏฏ�؀ฏฏ�؀ฏฏ�،ฏฏฏฏฏ�ฏ5ฏฏฏฏฏ؀�ฏฏฏฏ؀ฏ؀�ฏฏฏ�؀؀ฏฏ؀ฏฏ�¦ฏฏฏฏฏ؀؀�؀ฏฏฏฏ؀�؀؀ฏ؀�،���

��������؀؀ଏฏ؀�؀؀؀؀لأฏ؀�؀؀ฏ�ฏฏฏ��ฏ)�ฏฏฏฏ�ฏฏฏ؀؀�؀ଏ؀؀ฏฏ�ฏ)ฏ5�ฏฏ؀ฏฏฏฏ؀�ฏ�ฏฏฏฏฏ؀�ฏฏฏฏฏฏฏ؀�؀ฏ�ฏ�ฏฏ�؀ฏ؀ฏ؀�ฏ�ฏฏ��؀لأ

ฏ؀�؀؀ฏ�؀ฏฏฏ�ฏ؀ฏฏ)ฏ؀�ฏ؀5ฏฏ�؀؀؀��،��؀؀�ฏฏ)��ฏฏ؀�؀؀�؀ฏฏ؀�؀؀ฏฏ�؀؀�؀)ฏ���ฏฏ�ฏ؀ฏ؀�؀ฏฏ�؀ฏ�ฏฏฏ)�؀ฏ�ฏ�؀ฏฏฏฏ؀�؀ฏฏฏ؀ฏ

؀ฏ�ฏฏ�ฏ�ฏฏ؀؀ฏ5ฏฏฏ؀�ฏฏ�ฏฏ؀ฏ؀�؀ฏ�؀�ฏଏฏฏฏ؀�؀��ฏฏ)�،��؀ฏଏ��ฏฏฏ)؀ฏฏ؀��؀ฏฏฏฏฏฏฏ�ฏฏ؀�ฏฏฏฏฏ�؀؀��؀ଏฏฏฏ�ฏฏ؀�؀ฏ�،

ฏ؀ฏ؀؀؀ฏฏ�ฏฏฏฏฏ؀�ฏฏฏฏฏฏ�k؀�؀ฏฏฏ�؀ฏฏฏฏ�؀ฏ�ฏଏฏฏฏ؀�ฏฏ؀�؀ฏฏฏฏฏلأ؀�؀�،ฏ�ฏฏ�؀ฏฏ���

��؀ฏฏฏ؀ �ฏฏ �ฏฏฏฏ؀ �؀؀ฏฏฏ �؀ฏ �؀ฏฏฏฏ؀ �ฏฏ؀؀ฏ؀،ฏ �؀ฏ)؀؀ฏฏฏฏ؀؀ �؀ฏฏ؀؀؀ฏ؀ �؀ฏ �؀ଏ؀ฏฏ؀ �؀؀ฏ��؀؀؀ฏ؀لأ �ฏฏ �ฏฏฏฏ؀ �،

��ฏ�ฏฏฏฏฏฏ؀��

�؀ଏฏฏ5ฏ�ฏฏ؀�ฏฏฏฏ؀�؀؀ฏ�؀�ฏฏฏฏ�ฏฏฏฏ�؀ฏ؀�:��ฏ�ฏ�ฏฏฏ؀ฏฏ�؀؀؀�؀ฏ5ฏ��؀ฏ؀_�؀؀ฏ؀�ฏฏ؀����ฏ�ฏ�ฏฏฏ؀؀ฏ�ฏฏฏฏฏ؀�؀ฏ5ฏฏ؀�ฏฏ؀

ฏฏฏฏ؀�ฏฏ؀���

��

��
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1. �؀؀2؀ฏ؀�ฏฏ؀  

1.1- �؀؀2؀ฏ؀�ฏฏ؀�؀ฏ�؀ฏฏ�؀ฏฏ�

ฏ؀ ฏฏ؀ฏ؀ฏฏ ฏฏଏฏ؀؀؀ ؀ฏ ฏ�؀ฏฏฏ ؀؀ฏ ؀_؀؀  �ฏฏฏฏฏ؀ ฏฏฏฏ ؀(؀ฏ؀ ؀ฏฏฏฏ؀؀ ؀ฏ ฏฏ ؀ଏฏฏฏฏฏ؀ ؀ฏฏฏฏ؀ ؀؀ଏฏฏฏ5ฏ؀ ؀  

�  ฏฏ؀؀ฏฏฏ؀؀ k؀ฏฏ؀ ؀ฏฏ؀ (؀ଏฏଏฏ ؀؀ฏ�    ฏ5ฏฏฏฏ5 ฏฏฏฏฏ؀؀؀ ؀ฏฏ؀؀؀ ؀ฏ؀ ฏฏฏ ؀_؀؀ฏ؀ ฏฏ؀ ؀ฏฏฏ��� ฏฏ؀ ฏฏฏ ฏฏ؀ฏ؀

  ؀؀؀؀ଏ ؀ฏฏฏ؀ฏฏ؀ ؀ฏ ؀؀؀ฏ؀؀ ؀؀؀؀؀ ؀ ؀؀؀ ฏ�ฏ؀؀ ฏଏฏฏฏ؀ �؀(؀؀ ؀ฏฏฏ؀ฏฏ؀ ฏฏ ؀؀؀ฏ؀ �ฏฏ؀؀ ؀ฏฏ؀_؀؀؀ฏ؀ ؀ฏฏฏ؀ฏ ฏฏ؀

 �ฏฏฏฏଏ ؀_؀؀ ؀؀ฏ؀ ฏฏ؀ .42 

� ؀ฏฏฏฏฏฏ؀  ؀؀ฏฏ؀  ؀ฏฏฏ؀  ؀ฏฏ  ฏฏ  ؀ଏฏฏฏ5ฏ؀  ؀ฏ5  ؀؀؀ฏ�    ؀ฏฏฏ؀  ฏฏฏ  ฏฏ؀ฏ؀�ฏฏฏฏฏ؀  ฏฏ  ฏฏ؀ฏ؀  ؀ฏฏ  ؀)ฏ��

  ฏ_؀ฏฏ؀  ฏฏ5ฏฏฏ؀  ؀ฏฏฏ؀ฏฏ؀  ؀ଏฏ  ฏฏ؀ฏฏฏฏ؀  ؀ฏ  ฏฏฏଏ  k؀ฏ؀  ؀ฏ�ฏฏฏ؀  ؀؀  ؀؀ฏฏฏฏฏ5  ؀؀ฏฏฏ؀  ฏฏ؀  ฏฏฏ  ��؀ฏฏฏ؀

 ؀ฏฏฏฏฏ؀43� 

�  ؀�؀ฏฏ؀  ؀ฏฏ  ؀ฏฏฏ  ؀؀ฏ�    ฏฏฏฏฏ؀ฏฏ  ฏฏ؀؀ฏฏฏ؀  ؀ฏ5  ฏฏฏฏฏ؀  ؀؀؀ฏฏ؀  ؀؀؀ฏฏ  ؀_؀؀ฏ؀  ฏฏ؀ฏฏฏ  ؀ฏ��ฏฏ؀  ฏฏฏ  ฏฏ؀ฏ؀

 .�ฏฏฏฏฏ؀؀ ؀ฏ ؀ ؀؀؀؀ฏ ฏฏ5ฏฏฏ؀44 

�   ؀ฏ ؀_؀؀ฏ؀ l؀ฏ ؀ฏ؀ฏଏ k؀ฏ؀ ฏฏฏฏฏ؀؀ ؀ ฏฏฏฏଏฏ؀ ؀ฏ5؀ฏฏ؀ ؀ฏ؀ ؀ฏ��ฏฏ؀ ฏฏฏ ฏฏ؀ฏ؀؀؀ ؀ฏ؀ ؀؀ฏฏ؀ (؀ଏฏଏฏ ؀؀ฏ�

ଏฏ ฏฏ؀ฏฏฏฏ؀ ฏฏଏฏฏ ؀ฏฏ5ฏ ؀ฏฏฏฏ؀؀؀ ؀؀ ؀ฏ ฏ_؀ฏฏ ؀ฏฏ .�ฏฏฏฏฏ؀؀ ؀ฏ ฏ�؀؀ଏ ฏฏ؀ ฏฏฏฏฏฏ5 �ฏฏฏଏ ฏฏ�ฏ ฏฏฏฏฏ؀ฏ ؀45 

�  

؀؀  ) ؀ฏKotler  ؀_؀؀ฏ؀ ฏฏ؀ ฏ؀ฏ؀ ฏฏฏ    ؀؀ฏฏฏฏ؀؀؀ ؀ฏ ฏฏฏ؀ฏฏฏ ؀ฏ ฏฏฏฏฏฏ؀ ฏฏฏ؀ ฏ5ଏฏ ؀؀ ฏฏฏฏฏฏ5 ؀_؀؀ฏ؀ ؀ฏฏฏ؀��

 .�؀؀ฏฏฏฏ؀؀ ؀ฏ ؀ฏ ฏฏ5ฏฏฏ؀ ฏฏฏฏฏ؀ฏฏ ฏฏ ؀؀ฏฏฏ؀46 

 
42؀؀؀ฏ�؀ฏ؀؀؀ฏฏฏฏ�ฏ�؀ฏฏ؀�؀؀؀؀��؀ฏฏฏ؀�؀ฏ�ฏฏฏ؀؀�ฏฏ؀؀ฏฏฏ؀؀�k؀ฏฏ؀�؀ฏฏ�؀(؀ଏฏଏฏ79.�

43؀(��؀؀ฏ�؀ฏฏฏฏฏฏ؀�؀ฏฏฏฏฏฏ؀�؀؀ฏฏ�ฏฏฏ�ฏฏฏฏฏ؀�؀ฏฏฏฏฏฏ5���؀ฏฏฏ؀�؀ฏ؀؀ฏฏ؀ฏฏ؀ฏ�ฏ5؀؀؀؀؀ฏ؀ฏ؀؀؀ฏ؀ฏ�؀ฏฏฏ�ฏฏฏฏฏ؀؀ଏฏฏฏฏฏ2007-2008؀؀�23�.�
44�؀ฏ�؀؀ฏ)ฏฏ؀؀ฏ�ฏฏฏฏฏ؀�؀؀؀ฏ؀؀؀؀ฏฏฏฏฏฏ�؀ฏฏฏ؀؀؀�؀ฏฏ؀�؀ฏฏ�؀ฏฏฏ2008؀؀36.�

45 Philip Kotler et autre, marketing management 13, de l’imprimerie graficsastella, Espagne, 2009, p169. 
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؀�(  ؀ฏ�ฏ)�؀؀ฏ�Reed�&�Hall��ฏฏฏ؀�؀ฏฏฏฏฏฏ؀�؀�؀ฏฏ�ฏฏ�ฏฏฏ؀ฏฏ؀�ฏ�ฏฏฏฏ�l؀ฏ؀_�؀؀ฏ؀�؀؀؀؀؀�ฏฏ؀؀���ฏฏ؀�ฏฏฏ؀_�؀؀ฏ؀�ฏฏ؀

ฏฏฏ5ฏ؀؀�ฏฏฏฏฏ�ฏฏ؀�ฏฏฏฏ.�47��

�؀�؀ฏ؀ฏ��؀ฏ؀�؀ฏฏ�؀ฏ؀ฏฏฏ؀ฏฏฏ5�؀؀ฏฏ؀�ฏฏ؀ฏฏฏ�؀ฏฏ�؀ฏฏฏ�؀ฏฏ����ฏฏฏฏฏฏ)�ฏฏ؀�

- �ฏฏ؀ฏ؀�؀؀ฏ؀�ฏฏฏ؀�ฏ'ଏฏ�.؀ฏฏฏฏ؀�؀ฏฏฏ؀ฏ�؀ฏ�ฏฏ؀�؀؀؀ฏ؀���

- ฏฏ؀ฏ؀�.؀ฏฏฏฏ؀�؀ฏฏฏ؀ฏ�l؀ฏฏฏ�ฏฏฏ�؀؀؀ฏ؀���

- �؀ฏฏฏฏ؀�.ฏଏฏฏฏ؀�؀ฏฏฏ؀ฏ�؀؀ฏ��؀؀؀ฏ؀���

ฏฏ؀ฏ؀�؀؀ฏ�ฏฏฏฏ�ฏฏ)ฏ5�؀؀ฏฏ�؀�ฏฏฏฏ؀�؀ฏ�ฏଏฏฏฏ؀�ฏฏฏฏଏ�؀؀�ฏฏ؀ฏฏ؀�؀ฏ�؀��؀ฏ�ฏฏ�؀ฏฏ�ฏฏฏ؀ฏฏฏ؀�.��ฏฏ؀ฏ؀�ฏฏฏฏ�ฏฏ

7ฏ؀ฏฏฏ؀�؀؀ฏฏฏ؀ �؀ฏ �ฏ ؀ฏฏฏฏ �؀؀)� �؀ฏ �؀��ฏฏฏ؀ଏ �؀ฏ �؀ଏฏฏฏฏฏฏ؀ �؀ฏ؀ �ฏฏ؀ฏ� �k؀ฏ؀ �؀؀ฏฏ؀ �؀ฏฏฏ؀ �؀؀ฏฏ؀ �؀ฏฏ �؀��؀ଏଏฏฏ �ฏฏ؀

�l؀ฏ؀�ฏ�ฏฏฏ�؀ฏ�.؀؀؀ฏฏ؀.؀ଏଏฏฏฏฏ� ؀ฏ�ฏ�ฏฏ؀�ฏฏ؀؀ฏ؀�ฏଏฏฏฏ؀�؀ฏฏ�؀�

��؀؀ฏฏ�؀ฏ�؀؀ฏ5ฏ��؀ฏ�ฏฏ؀ฏ؀�؀ฏ5�؀؀ฏฏ؀�؀)ฏ��ฏฏฏฏ�ฏ�؀ฏฏ)�ฏ)؀؀ฏฏ؀�ฏฏ؀ฏฏ؀�؀؀؀؀�؀ଏฏ�؀؀ฏฏ؀�؀ฏ�؀ฏฏ��ฏฏฏฏ�؀ฏฏฏ ؀؀؀

��ฏฏฏฏฏ؀ฏ؀��

2.1-��ฏଏฏฏฏ؀�ฏฏ؀�؀ฏฏฏฏ��

ฏฏ؀�l؀ฏ��؀(�؀؀ฏ�k؀ฏ؀�ฏฏฏฏฏ؀�؀�ଏฏฏ�ฏฏ�؀؀�؀؀�k؀؀�؀ฏ�ฏ؀؀�l؀ଏ؀ଏଏฏฏฏฏ؀�؀ฏ�ฏฏ؀ฏฏฏ�؀ฏ�؀؀ฏฏฏ�ฏଏฏ��ฏ�ฏ�)�ฏฏ؀ฏฏฏ؀�؀

)ฏฏฏ؀ଏଏฏฏฏ�؀ฏ�؀ฏ�ฏฏ�ฏ)�ฏฏฏ�ฏฏ)ฏ�ฏଏฏฏฏ؀�ฏฏ؀ฏ؀�؀ฏฏฏฏ�ฏଏฏฏฏ�k؀؀؀ฏฏ؀�؀ฏ�؀ฏฏ����ฏ�ฏฏฏฏ؀�ฏ�ฏฏฏฏ؀؀�ฏ�ฏ؀؀ฏ؀��ฏฏ؀

ฏฏ؀ฏฏ؀؀ฏฏฏฏฏ؀�ฏฏฏฏ�ฏฏ؀ଏ�ฏฏ؀؀ฏฏ؀�ฏ)ฏฏ؀؀�؀�.48��

 
46Harkinampal Singh, the Importance of Customer Satisfaction to Customer Loyality and Retention, U.C.T.I. 2006, p 

1. 
47�ฏ5ฏฏ؀�ฏ)؀ฏ�؀ฏฏ_؀�؀ฏ�ฏฏଏฏ�؀؀؀ฏ�ฏ�ฏฏ؀ฏฏ؀�ฏฏ؀؀؀�ฏฏฏฏฏ؀�؀؀؀ฏ�؀ଏฏฏฏฏ�؀ฏฏ)�؀؀؀ฏฏฏ؀�؀؀؀ฏฏฏฏ5؀_�؀؀ฏ؀�ฏฏ؀�؀ฏ�ฏ؀؀�؀؀�؀ଏฏฏ؀�؀ฏฏ�؀ฏฏฏ��ฏ�ฏฏฏ؀ฏ؀�ฏ

�؀ฏฏ؀؀؀؀ฏฏฏฏ؀�ฏฏ�؀؀ฏฏฏฏ؀؀ฏฏฏฏ؀؀ฏ�؀؀؀؀03ع�؀؀ฏ؀؀05�؀2009؀4ص�. 
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ฏ)ฏฏ؀�؀ฏ؀�)01.02(�:ฏଏฏعฏ؀�ฏฏص�؀ฏฏฏฏ.�

�

��

��

�

Source�:�Daniel�Ray,�Mesurer�et�développer�la�satisfaction�client,�p24.�

�ฏฏ؀؀ฏ؀�ฏฏ؀ฏ؀��؀�:��

��ฏฏฏ �؀�ฏ؀ ฏฏฏ؀ص� �؀ฏ؀؀ฏฏ �ฏฏฏ �7ฏฏ �؀ฏฏعฏ؀ �ฏฏ؀ �؀ฏฏع� �.ฏฏฏฏฏ �ฏ)ฏ5 �ฏฏ؀ฏฏ؀ �؀؀ �ฏฏฏฏฏ؀ �l؀ଏ �ฏଏฏฏ �ฏ)

�.ฏฏ؀؀ฏ؀�؀ฏ�؀ ؀؀ଏ5ع�ฏฏ؀ฏฏ؀�؀؀ฏฏ��؀؀�؀(�؀؀ ؀؀ฏ�ฏฏฏฏฏฏ؀�؀ฏ�؀ฏ؀ฏ.ฏฏ؀؀ฏ؀�

�ฏฏ؀ฏ؀��؀��ฏ؀�:ฏฏฏฏ�

ฏ��ฏฏฏ�؀ฏฏع��ฏฏฏ�؀؀؀؀ฏଏฏعฏ؀�؀؀ฏฏฏ؀�؀ଏฏଏฏฏ�ฏฏ؀ฏ؀�؀؀؀.؀ฏعฏ؀ฏฏ؀�l؀ฏฏฏฏ�ฏ؀ฏฏ؀�ฏฏฏฏଏ�ฏฏ؀ฏ؀�؀ฏฏ�؀��؀ฏฏ؀؀؀�؀ฏ�؀ฏฏฏฏฏ

ฏฏଏعฏ �ฏฏ؀ฏ�؀؀ฏ؀�؀ฏฏ �؀�؀ଏฏฏฏฏฏ �؀؀ฏ؀)� �؀؀ �ฏ؀ฏฏฏฏ �ฏฏฏฏฏฏ��ฏฏ؀ฏฏ؀ �ฏ؀ฏ �ฏฏฏฏ �ฏ�ฏ؀ฏ؀ �؀ฏฏฏعฏ؀ฏ �؀؀ �؀ฏ�7�ฏ5 �؀ฏฏฏ �؀

ฏ؀�؀ฏฏฏ؀.ฏฏฏฏฏ�ฏฏ�؀ฏ�ฏฏฏ؀ฏ�؀؀�ฏฏฏฏ�ฏฏฏ؀�؀�؀ฏฏ�؀�ฏ�؀ฏฏ��؀�؀ฏฏ�؀ฏฏ؀�؀��ฏฏฏ�؀ฏฏعฏ؀�؀ฏعฏ؀ฏ�ฏฏฏଏ�k؀ฏ؀�ฏฏฏฏฏ؀

�.ฏฏ؀�ฏฏฏ؀�

�

�

 
48Daniel ray, mesurer et développer la satisfaction clients, édition d’organisation, paris, 2001, p24. 

�ฏฏฏฏฏฏ�ฏฏฏ 

�ฏฏฏฏฏ ي�ฏنس �ฏฏ؀؀ 
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��=؀؀؀ฏฏ؀�ฏฏ؀ฏ؀��؀�

-    ؀؀ฏฏฏ  ؀ฏ؀ฏ؀؀؀ ؀ฏ5 ฏฏ؀ฏ؀؀؀ ؀ฏଏ �ฏฏ�؀؀ ؀؀ฏฏฏ ฏฏฏฏ ؀؀ ฏฏ؀ฏ ؀ฏ ฏฏ؀ฏฏ5 ؀؀ฏฏฏฏฏฏฏ؀  ؀ฏฏ� ؀؀ ؀؀ଏฏ؀  ؀؀ฏฏฏ؀ ؀ฏ

 �ฏฏ؀ฏฏ؀ � ฏฏฏฏฏ؀ ؀ฏ�ฏ ؀ ؀؀؀؀ฏฏฏ؀ ؀ฏ؀؀ ؀(؀ଏฏฏฏฏ؀ ؀ଏଏฏฏฏฏ؀ ؀؀ฏฏฏ؀ฏฏ؀ ฏฏฏ 

-  ฏฏ؀  ؀ฏ ؀ฏฏฏฏ ؀ฏฏฏฏ؀ ؀ฏ؀ฏ؀ ฏฏ ؀ฏฏ؀ฏฏฏ؀؀ ฏ؀5ฏ؀ฏ ؀ฏฏฏ؀  �ฏฏ؀ ؀ฏ� ؀ฏ؀ ؀ଏ؀؀ฏฏ ฏ)ฏ5 ؀ฏฏ؀ ؀ฏฏ ؀ฏฏฏฏฏฏ ฏ5ฏ؀ ؀

 �؀ ؀؀؀ฏ؀ฏ ؀ฏ؀ฏฏ؀ ؀ฏฏฏ؀؀ ฏฏ 

-    ฏ�ฏଏฏ؀؀ฏฏ؀ ؀ଏฏฏฏ  ฏฏ ؀ฏ؀ฏ ฏ)؀ฏ k؀ ฏฏฏ ؀؀ฏฏ ؀ ؀؀ฏଏ ฏฏฏ؀ ฏฏ؀ฏ؀ ฏฏฏ؀ฏฏ؀ ฏฏ ฏฏ؀ฏ؀؀ ؀ฏฏฏ ؀ฏฏฏ ؀؀؀ฏฏ؀  ฏ؀ฏ

 ؀ ฏฏ؀ ؀ฏ�ฏ ؀ฏฏ ؀؀ฏฏ �ฏଏฏฏฏ؀؀ ؀ฏ ؀؀ฏฏฏฏ �k؀؀؀ฏ ؀ฏฏฏฏ  

3.1-  ؀ฏฏฏฏ؀ ฏฏ؀ ฏ5ฏฏ؀ 

ฏ�ฏฏฏ؀ฏ ؀)ฏ ฏฏ؀؀ฏ؀ ؀ଏฏ ِฏ ฏฏฏฏ ฏ�ฏฏ ؀ฏ؀ฏ�؀ ฏ ฏฏ؀؀ฏ؀ ฏฏ ؀؀ฏฏ5ฏ ؀ଏฏ؀؀ ؀ฏฏ5ฏ ฏଏ  ؀؀؀ฏฏฏฏฏ؀ ฏ)؀ฏฏ ฏ؀ฏฏ؀ ؀Livework 

Studio  ؀ฏฏ ؀91    �ฏฏฏฏฏฏฏ؀ ฏฏ؀؀ ؀ฏ؀ฏฏଏฏ؀ ฏ�؀ฏฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏ l؀ฏ؀؀ ؀ฏ ؀؀؀ฏฏ� ؀ฏ ؀ଏฏ؀؀ฏ؀ ؀ଏฏ ؀ฏฏฏฏ؀ ؀ฏ ؀

 ؀؀ �ฏ)؀ฏฏ؀ ؀ฏ_؀؀ ฏฏฏฏ ฏฏฏ ؀ฏฏ5ฏ ؀ଏฏฏฏ ฏฏฏ ฏ؀ฏ l؀ฏฏฏ؀ ؀ฏฏ)ฏฏ؀ ؀ฏฏฏฏ49 

 ؀ฏ؀  ฏฏ؀  ฏฏฏฏฏฏ5 ؀ฏ�؀  ฏฏ؀ฏ؀  ؀؀ฏ  k؀؀ଏ  ؀؀ฏฏฏฏ؀  ฏଏฏฏ  ฏฏฏ  ؀ฏ؀5ฏ؀ฏ  ؀؀ฏฏ5ฏ  ؀ଏฏ  ฏଏฏฏฏฏ  ฏฏ؀  ฏ l؀ฏ)ฏฏ؀  ؀ฏฏฏฏฏ  ؀

ฏฏฏ؀ ฏฏ؀ฏฏ؀ฏฏฏฏ؀ ฏฏ؀ ؀ฏ�ฏ k؀؀؀ฏฏ؀ ؀ฏ ؀ฏฏฏฏฏฏ5�؀ ؀ฏ ؀ฏฏฏฏ ฏฏ؀ ؀؀؀ฏ ؀)ฏฏฏ؀ ฏฏ؀ ؀ฏ �؀ ؀ଏฏฏฏฏ؀ 

؀  ) ؀ฏฏฏ ฏଏฏฏ ؀ฏ ฏฏ؀؀ฏ؀ ฏଏฏฏฏ؀ : 

  ؀ฏ ؀ฏฏฏฏ؀  ฏฏ؀ฏ ฏ�ฏ�ฏ؀ฏ؀  ؀ฏฏฏ؀ ؀ฏ؀؀ฏฏ؀؀    ؀ฏ ฏฏ؀(؀ฏ ؀ฏଏ ฏฏฏ؀ ؀ฏ�ฏฏ؀ ؀ฏ5 ฏฏଏ ฏฏ�ฏ �؀ฏ؀ฏ؀؀؀ ؀ฏ5 ؀ฏฏฏฏ؀

 ฏฏฏฏฏฏ5؀ ؀ฏฏฏฏ؀ ฏฏ؀ ؀ฏ؀؀ฏ؀ ฏ�ฏฏ؀ ؀ฏฏ�؀ ؀ฏฏฏฏ؀ 

 
49Anne-Muriel(2020), « Qu´est-ce que la satisfaction client en 2020 ? Définition, enjeux et bonnes pratique », Site 

web détaillée https://www.easiware.com/blog/, consulté le (26 /05/2020). 
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�:�؀؀ฏ�؀ฏฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�؀ฏ�ฏฏ؀�ฏฏ(5�؀ฏฏฏฏฏ'��ฏฏฏฏฏ؀  )�ب

؀ฏ�ฏฏ؀�؀ฏ�؀ଏฏ)�ฏฏ��؀؀ฏ؀(�؀ฏ�؀�؀؀؀ฏฏฏฏ؀�ฏฏฏ�؀ฏฏ�ฏฏฏ؀؀���؀ฏฏฏ؀؀��ฏฏฏฏฏฏ�؀ฏฏฏฏฏ5�¦ฏฏฏฏฏ�؀(؀�؀؀��ฏ�ฏฏฏฏฏ�؀

��ฏฏฏ�؀ฏ؀ฏ؀�ฏ�ฏଏฏ؀؀ฏฏฏ�ฏ�ฏฏฏฏ؀�ฏ�؀؀ฏฏ؀�؀؀ฏ؀ฏ�؀ଏฏฏ؀ฏฏ؀�؀ฏ�؀ଏ؀ฏฏ؀�؀ฏ؀؀��؀؀ฏ�؀ฏฏฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ�؀ฏ�ฏฏ؀�؀؀؀ฏ

��ฏฏ؀ �ฏ5ฏฏฏฏ5 ��ฏ�ฏ؀ฏฏฏ؀ �؀؀ฏฏ؀ �ฏ�ฏଏฏ؀؀ฏฏ؀Dawkins����؀Reichhold��ฏฏ؀ �ฏฏ��ฏฏ �ฏଏฏฏฏฏ5 �¦ฏฏฏฏฏ؀ �ฏฏ)� �؀ฏ� �؀

ฏฏ؀�؀؀؀ฏ�؀ฏฏ����؀ଏ؀ฏ�ฏଏฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�؀ฏ�

�:؀ฏฏ5�؀ฏฏฏฏ؀�ฏଏฏฏฏ؀=�ฏ؀ଏฏ�؀ฏ�؀ฏฏ؀  )�ت

��؀؀ฏ؀؀Bain&Cie؀ฏฏฏฏ؀ �ฏଏฏฏ �ฏฏฏ�؀��ฏ5ฏฏฏ �؀ฏฏฏฏ؀ �ฏฏฏฏ5 �¦ฏฏฏฏฏ؀ �؀؀ฏ�؀ �؀؀ �؀5��ฏฏฏฏฏฏ؀ �ฏฏ �؀؀ฏ�؀ �ฏฏ؀ �k؀؀ଏ �؀

�؀ฏ�ฏ�؀ฏฏฏฏฏ؀25�ฏฏ؀�؀55��؀�

�:�ฏฏฏ�ฏฏ؀�؀ฏฏฏฏ؀�ฏଏฏฏฏ؀'ฏ؀  )�ث

��؀ฏฏฏ �؀؀��؀ฏฏ؀ฏ؀��؀ฏฏฏ� ��ฏଏฏฏฏ؀ �ฏฏฏ ؀(�؀ଏ �ฏฏฏ؀ฏฏฏฏ؀ �ฏ ؀ฏ�؀ �ฏฏฏ���؀ฏฏ؀ฏ؀ฏฏฏ؀ �؀ฏฏ�؀ฏ��ฏଏฏฏฏ؀ �؀ଏฏ �ฏฏ؀ฏฏ �75؀؀ �؀

ฏ)؀ฏฏ؀؀��ฏฏฏฏฏฏฏ؀�؀ฏ�ฏฏ�ฏ؀�؀ฏฏ�؀ฏ�ฏฏ؀ฏฏฏ؀��ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏ5ฏฏฏ�ฏଏฏฏฏ�ฏฏ�؀�

�:��؀ฏฏฏฏ؀�ฏଏฏฏฏ؀�ฏ'ฏ5'ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏ�؀؀؀ଏฏฏ�ฏฏ؀ฏฏ  )�ج

�؀ฏ؀؀�؀ฏฏฏฏ؀�ฏଏฏฏฏ؀�ฏଏฏ��؀ฏฏฏ5�ฏ�ฏ؀ฏฏ؀�ฏฏ؀�ฏฏฏฏ؀ฏ�؀ฏฏ�ฏ)؀���ฏฏฏฏ�؀؀ฏฏฏ؀؀�؀�

4.1-���؀؀ฏฏฏฏ؀�ฏฏ؀�؀ฏ5ฏ�؀ฏ�ฏฏ�

���ฏฏ؀�ฏฏฏ�؀ฏฏฏฏ؀�ฏฏ؀�؀ฏ�ฏ�؀؀ฏ��؀؀؀ฏฏฏ�؀؀�ฏ�ฏ�ฏฏ�؀ฏฏ)�؀؀؀ฏ�؀�ฏฏ؀ฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏฏ؀�؀ฏฏฏ؀ฏ�؀�ଏฏฏ����50�

�

 
50Joseph Marinaz,Comment mesurer la satiaction client,http://nathalie.diaz.pagesperso-orange.fr/,consulté le 

(28/05/2021). 
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�؀ฏฏ؀ฏ؀��؀ฏฏฏ�؀ฏ�ฏฏ  )�أ

ฏ؀ฏ؀�l؀ฏฏฏ�؀؀ฏ��؀ฏ؀ฏ��ฏଏฏฏฏฏ�ฏฏฏฏฏฏฏฏ؀�؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏ�ฏฏ؀�؀ฏ��؀�؀��؀؀؀ฏ؀�؀ฏฏ�؀ฏฏฏฏ؀�ฏฏ؀�l؀ฏฏฏ�؀�ଏฏฏฏ�ฏ؀�؀؀؀ฏ

��ฏ�ฏฏ�ฏ)ฏ5�

�؀ฏฏ؀ฏ؀�؀ฏ5؀ฏฏฏฏ؀�ฏฏ؀�؀ฏ�ฏ�؀ฏ:�

-���:؀ଏฏ؀؀ฏ؀�؀ଏฏ�؀ฏฏฏฏ؀�؀ଏฏ17؀ฏ�ฏ؀؀�؀؀ฏ؀��؀���

-��:؀ଏฏ؀؀ฏ؀�؀ฏฏฏฏ؀�؀ଏฏ45؀ฏ�ฏ؀؀�؀؀ฏ؀��؀���

-��:ฏ�ฏฏฏฏ�؀ଏฏ؀؀ฏ؀�؀ฏฏฏฏ؀�؀ଏฏ73؀ฏ�ฏ؀؀�؀؀ฏ؀��؀���

��:�ฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ�ฏฏ؀؀ฏฏب)��

؀ฏ�ฏ�k؀�ฏฏ��؀؀�ฏ�ฏ�؀ฏฏ�؀؀؀ฏ؀�ฏ�؀ฏ�؀ฏ)�؀؀؀�ฏฏ�؀؀�؀؀؀ฏฏ؀�ฏฏฏฏ��ฏฏฏଏ�؀ฏ)�؀؀؀ฏ���؀ฏ؀ฏ؀�ฏฏฏ�ฏ�ฏฏฏ��ฏฏฏ5�ฏ�؀ฏฏฏ��؀

ฏฏ؀�ฏฏ؀؀؀�؀؀ฏฏ�؀ฏ�ฏ�ฏฏ�ฏ)؀ฏฏ؀�؀ฏ؀ฏ�؀ฏ��ฏฏฏฏฏฏ�ฏฏ�ฏฏฏฏฏ؀ฏฏ؀�؀ฏ�ฏฏฏฏฏฏ�ฏฏ؀؀ฏ�ฏฏ�؀��ฏ5ฏฏฏฏ5��؀ฏฏฏ�ฏฏฏฏ

ฏ)؀ฏฏ؀�ฏ؀ฏฏ�؀؀ฏ؀�؀ฏ؀�؀ฏฏฏଏ�؀؀ฏฏฏฏ؀�ฏฏ؀�؀ฏ�ฏฏ�؀؀ฏฏฏ�؀ฏ�ฏฏ�؀ฏ�؀��¯ฏฏฏฏ؀�؀ฏฏฏ؀ฏ�؀ฏ�؀ฏฏ؀�؀؀�؀ฏ؀؀�؀ฏ؀ฏ�ฏ�

-��ฏฏ؀�؀؀ฏฏଏ� ؀؀؀؀�؀ଏฏ�ฏଏฏฏ10��ฏฏ؀12��ฏ ؀ฏฏฏ���

-��ฏฏ؀�؀؀ฏฏଏ� ؀؀؀؀�ฏଏฏฏ4���ฏฏ؀5��؀ฏฏฏ؀����

5.1�-؀ฏฏฏฏ؀�ฏฏ؀�؀ଏฏฏฏฏ�؀ฏ5ฏ؀ฏ��

�:ฏฏଏ�ฏฏ)�ฏฏ�؀ฏฏฏฏ؀�ฏฏ؀�؀ଏฏฏฏ�ฏ�ฏฏฏ51�

 
51 Peter C. Verhoef, Understanding the effect of customer relationship management efforts on customer 
retention and customer share development, Journal of Marketing, October 2003, Vol. 67 (October 2003), 30–45. 
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،  ؀؀ଏฏฏ؀ ؀ฏฏฏ ฏ�ฏଏ k؀ฏ؀؀ ฏฏ؀(l؀ฏ   ؀ฏฏฏ� �ฏฏ؀ฏฏ؀ ؀ฏฏฏฏฏ؀ ฏฏ؀ ؀ฏฏฏฏ؀ ؀ฏ؀ฏ ฏฏฏ ؀ฏฏ؀ฏฏฏ ؀؀؀ฏ  �؀ฏฏฏฏฏ؀  ) أ

 ؀ฏฏ؀؀؀؀ฏฏ؀ฏฏฏฏ؀ ฏฏฏ�ฏ؀؀؀، ؀ฏฏ؀ ؀ฏ5 ฏฏ �؀ฏฏฏ؀ ฏฏ؀ฏ؀ ؀ฏฏฏฏฏ؀، ؀؀ଏ�؀ฏฏ؀ ؀ଏฏ؀ฏฏฏฏ؀؀ ،  

� ฏ)ฏฏ �ฏฏ؀ฏฏฏ5 ฏ�ฏ؀ฏ؀ฏฏ؀ ؀ฏ؀ฏฏ؀ ؀ฏฏ؀(k؀ ฏฏ؀ฏฏ؀؀ �ฏ5ฏ؀ฏ؀ฏฏ؀؀  ) بฏฏฏଏ ฏฏ�ฏ ؀ฏฏฏฏฏ ؀؀ฏ  ؀ฏฏ ؀ฏฏฏฏ�ฏฏฏ ؀ฏ�؀ ،

؀ฏ ؀ฏ�ฏ؀ ؀ฏฏ؀ฏฏฏฏ؀ ؀؀ଏଏฏฏฏฏ؀ ฏฏ؀ ���؀ฏฏฏฏฏฏ؀؀؀ ؀ฏ؀ ؀أ   �  

؀ (  �ฏ5ฏฏฏฏ؀�؀ฏฏฏ؀ฏฏฏ�ฏ'ฏฏฏฏฏ؀؀؀  ؀ฏฏฏฏ5ฏฏฏฏฏ ؀ฏ)؀ฏฏ؀؀ ؀ฏฏ ب أ؀ฏ�؀ ؀ฏฏฏฏฏ ฏ�ฏฏฏฏ؀ ؀ฏฏฏ؀ฏฏ؀ ฏ�ฏฏฏ بฏଏ �

ฏฏ ؀ฏ؀ฏ ؀�؀؀ฏ ؀ฏฏ ؀ฏ l؀ฏ)ฏฏ؀ ฏฏ ؀ଏฏฏ؀ ฏฏฏฏฏฏ؀ ؀ฏ؀(؀ ฏ�ฏฏฏฏ؀ ฏฏ؀ฏฏ؀�؀ ؀ฏฏ ฏฏ   ؀ฏ)ฏฏฏ؀  ฏฏ�ฏ ฏ ،

  ؀ଏฏฏب ؀�؀؀ฏฏ؀ ؀ฏฏ ؀ฏ �؀ଏฏ؀؀ฏฏฏ  

، ฏଏب أ؀  ؀ฏฏ؀ฏ �ฏ ؀ฏฏฏฏ؀ �؀ฏฏ ¦ฏฏฏฏฏ؀؀ ฏ�ฏ؀ฏ؀ฏ ฏฏฏฏ ؀ฏ ฏฏ؀ฏฏ؀ أฏ5ฏب ؀؀ฏ ؀ฏฏฏฏ؀�؀ฏฏฏ؀ฏ�؀؀ฏฏฏฏ؀ฏ؀  ) ث

  ؀؀ฏฏฏฏ ؀ฏฏ؀(l؀ฏฏฏ ฏ ؀ฏฏฏ؀ฏฏ؀ ؀؀ฏฏฏฏ؀ ؀؀ฏฏฏฏب ؀ฏ l؀ฏฏฏ ؀ฏฏฏ؀ฏฏ؀ ؀ฏ؀ฏฏ؀ب� 

  � ฏଏب ฏฏฏ ؀ฏฏ؀(ฏ�ฏฏฏ ฏ ฏฏฏฏ؀ U�؀ฏฏ؀�؀؀؀�ฏ5ฏฏฏ�ฏฏฏฏฏฏ؀  ) ج

  ؀؀ฏ؀؀ฏฏ؀ ฏฏฏ أ؀ฏ)ฏ ؀؀ฏ (�؀ଏฏฏฏ ฏ�ฏ ฏ؀؀ฏฏ؀�ฏฏฏ  ฏฏฏ� � �ฏฏ؀ฏฏ؀  ) ح

 ، (؀ ฏฏ �؀؀؀ଏฏฏ؀ ؀ ؀؀؀ฏ، ؀ฏ ؀؀ฏ�ฏ5 ؀؀�؀؀ฏ ؀؀ฏฏ؀ � ฏଏب ฏฏฏ ؀؀؀؀؀ ؀ฏฏ؀(ฏ ؀ฏ ฏฏฏฏฏ؀ ؀ฏ؀(؀؀ଏ ؀ ( )؀ฏฏฏฏ؀�؀  ) خ

2-��؀؀2؀ฏ؀�؀ฏฏ؀��

1.2- �؀؀2؀ฏ؀�؀ฏฏ؀�؀ฏ�؀ฏฏ�؀ฏฏ�

�ฏฏ�ฏฏฏฏฏฏ؀  ؀؀؀ฏฏฏ؀ฏฏ ؀؀ฏ؀ ؀ฏฏฏฏ؀  ฏฏ ��؀ฏฏฏ؀  ؀؀؀ฏฏฏฏฏ؀ ฏ�؀ฏأ؀ ฏฏฏฏ ،؀ฏฏ؀  ؀ฏฏ ¦ฏฏฏฏฏ؀ ؀؀ฏฏฏฏ؀  ฏฏฏ ،

�؀ଏฏฏฏฏ ؀؀؀؀ฏฏฏ5 ؀؀ฏ�ฏ ؀ଏฏ؀؀ฏ؀ ؀ฏฏฏฏ؀ ฏฏฏฏฏଏฏฏ؀  ฏ؀ฏ ฏฏฏ ฏฏ  ؀ฏฏฏฏฏ5  ؀ฏฏฏฏ؀  ؀ฏ)؀ฏฏ؀ ฏฏฏ بฏଏ ،

؀ฏฏฏฏฏฏ5�؀؀ ؀ฏฏฏฏ ฏฏ�؀؀5 ؀ଏฏ_؀ฏฏ ؀؀�؀ฏฏฏ ؀؀؀ฏฏ؀ ฏฏฏ؀؀ ฏฏฏฏ ฏฏฏฏ ؀ ؀؀؀ฏฏฏฏฏ5 ¦ฏฏฏฏฏฏ5 �ฏฏฏଏ ؀ฏฏ؀ ؀ฏฏ ،

 ฏ�ฏฏฏ ؀ฏฏ؀ฏ؀؀ฏฏ ؀ ؀ฏ ฏฏฏଏฏ �؀ฏฏ ¦ฏฏฏฏฏ؀ ؀؀ฏฏฏฏ؀ب ؀ฏ؀ ฏฏฏฏฏ ฏ5ฏฏฏฏฏ؀؀ ؀ฏฏฏ؀ ฏฏฏ ؀؀ฏฏฏ؀ ؀)ฏฏฏ  
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� ฏ ؀؀؀ أ؀ฏฏ �ଏฏฏฏ؀؀؀ ؀ฏฏฏฏฏฏ؀��ฏฏأ ฏฏฏ ؀ฏฏ؀ฏ؀ ؀ฏฏب (؀ଏฏଏฏ ؀؀ฏ�ฏฏ؀ฏ أ؀ ฏฏฏฏฏ ؀؀؀ฏฏ؀ ฏ�ฏฏฏ ؀؀؀ฏ  ؀غ؀ฏ؀ ฏฏฏ؛

 ��؀؀؀ฏฏ؀؀ ؀ฏฏ ฏฏ ؀؀ଏଏฏฏ بฏฏ� ؀ฏ k؀ฏ؀ ��؀ฏฏฏ؀؀ ؀ฏฏ؀ ฏ؀�ฏฏฏ؀؀؀؀ ؀ฏ؀ ؀ฏ52 

�   ฏଏฏ  ؀؀ฏ  أ؀  ؀؀ฏฏฏ  ؀ฏ  ฏฏଏฏฏ  ؀ฏฏฏأ  ؀؀؀ฏ  ฏฏ؀  ฏଏฏ� أ؀   ฏฏฏ�  k؀ฏ؀  ؀_؀؀ฏ؀  ؀ฏ��ฏฏأ  ฏฏฏ  ؀ฏฏ؀ฏ؀  ؀ฏ�غ؀

 ��ฏฏฏ؀ ฏฏฏ ؀ଏฏ؀ฏฏ ؀؀ฏฏଏ ؀؀؀ฏฏأ؀ ؀ kأ ฏฏ؀ฏฏฏ ฏ�ฏฏ؀؀ ؀ฏฏฏ ؀ฏฏฏ�؀ ฏฏฏ5؀غ ฏฏฏฏ ؀ฏฏฏ53 

� ฏ؀  ฏฏ  ฏฏฏฏฏฏ؀  ฏฏ؀ฏฏ؀ أ؀   ฏฏฏฏฏ؀  ؀ฏฏฏ؀ أ؀   ؀؀؀ฏฏ  ؀؀؀ฏฏ؀  �ଏฏฏ ؀؀؀ฏฏ؀  ��ฏฏฏ5  ؀ฏฏ؀ฏ؀  ؀ฏ�ฏأ؀  ؀؀ฏ  ฏฏฏ ฏฏฏฏฏฏ

 ��ฏฏฏฏฏ؀ ؀ଏฏ5ฏฏ ؀؀ฏฏ ؀؀ثฏ بฏฏฏ ฏฏฏ؀ ��؀ฏฏฏ؀؀؀ ؀ଏฏฏฏ؀ ฏ�ฏฏฏฏ؀؀؀ ؀ଏฏฏฏฏ؀ ؀ฏ ؀غ؀ฏ؀54 

2.2-����؀ฏ؀ฏ؀�؀ฏ5؀ฏฏฏ�

  ฏฏฏฏฏ؀؀ ؀ฏ k؀ ؀أ�؀ฏฏฏ ¿؀ฏฏฏ ؀ฏ؀ฏ؀ ؀�؀ฏฏฏ ฏฏ؀؀ฏ ฏ_؀ أ؀ฏฏฏ ؀ฏ؀ฏ؀ ฏฏ؀؀ฏ5 ฏฏأ� ฏฏଏฏฏ �ฏ؀ أ؀ �؀ฏ؀ฏ؀ ؀ฏ�؀ฏฏฏ

  ؀ฏฏฏฏฏฏ؀؀�؀؀ฏ  ฏฏ؀ฏ5  ฏ؀ฏ  ؀ฏ  ฏฏฏ؀ฏ  kأ  ฏฏ  ؀)ฏฏ ଏฏ5ث   ؀؀ฏฏฏฏ؀  ؀؀؀ฏฏฏ5  ؀ฏ�ฏฏ؀  ؀ฏ  ؀؀؀ฏฏฏ5  ؀؀؀ฏฏฏ؀  ؀ฏ  ฏ�ฏฏฏଏฏ؀

ฏฏ ฏฏ؀؀ฏฏ؀ ฏ؀ฏ ฏฏฏฏฏ؀ ฏฏ5؀؀ฏ؀ ฏฏฏ؀ฏฏ؀ ؀ฏ ؀بฏฏ؀ ฏฏฏ) ؀ฏฏ؀ฏ؀؀ ؀ฏ ؀؀ฏ ؀�؀ฏ؀ ؀ฏฏ؀ฏฏ5 ฏฏฏଏ ؀_؀؀ฏ؀ ฏ5ฏ� أ؀ ฏฏ؀؀ฏฏ؀�  

؀لإد؀؀كฏ  ) أ �؀ฏ؀ฏ؀��: ฏฏฏ؀  ؀؀؀  ؀ฏ  ฏฏଏฏฏ  ฏฏฏฏฏฏ؀  ؀ฏฏ؀ฏฏฏฏ؀  ฏฏ  ฏฏฏฏฏ ؀ฏฏฏ،    ฏฏ؀ฏฏฏ5  ؀؀ฏ�  ؀ଏฏฏ؀  ؀؀ฏ ଏฏ5ث 

؀؀؀ฏฏฏฏฏ؀ ฏฏฏ ؀ฏฏฏ ؀ �(؀؀ฏ؀ฏ؀ ฏฏฏฏ l؀ฏฏ؀ ؀ฏฏฏฏฏฏ5 ฏฏ ฏฏฏฏ,    ฏฏ؀؀ฏ ؀؀؀ ฏฏฏฏฏ ؀ฏฏฏฏฏฏ؀ ؀ฏ�ฏฏث ؀ଏฏ5

ฏฏ؀ฏฏฏ؀  ؀ฏฏ؀ฏฏ؀  ؀ฏฏฏ؀  ؀؀؀ฏฏ؀  ฏฏฏ  ฏฏฏฏฏฏฏ  ؀  ฏฏฏฏฏ؀  ؀ฏฏ أ؀؀؀   ؀ฏฏأ  ฏฏฏ  ฏฏฏฏ  ���  خฏ؀  ,؀ฏ؀ฏ؀  ؀؀؀

 ฏ�؀؀ฏ) ฏ؀ ؀ฏ ฏฏ ฏฏ؀؀؀ฏ؀  ؀ฏ؀ฏ؀؀ ؀ฏฏ ؀�؀؀ฏฏ55�  

 
52 Philip Katler, Marketing Management, OPCIT, p 185. 

53  ؀؀ฏ�؀ฏ؀؀ ؀ฏ)�ฏฏ؀ ฏ5ฏ)ฏ ؀؀ฏ_؀ฏ؀؀ ؀ฏ�؀_؀؀ ؀؀ฏ؀؀ ؀؀؀ ؀ฏ�؀ฏ ฏଏฏ2010؀15 ص.  

54  ؀؀ฏฏฏ ؀؀ฏฏฏฏ؀؀؀ ؀؀؀ ؀ଏ؀ฏ ؀ฏฏଏฏ؀ฏ؀ ؀ฏ)ฏ؀ ؀��؀ฏฏฏ؀ ؀؀؀؀؀ ؀ฏฏฏฏ؀ ؀؀؀؀ ؀ฏฏฏ ؀ฏฏฏ2013؀118 ص.  

55ElissarToufaily, la fidélisation des clients à un courtier en valeurs mobilières en ligne, thèse de doctorat en 

administration, université de Québec a Montréal, 2011, p20. 



�������ฏฏฏฏฏ؀�ฏฏฏฏ؀�؀؀2؀ฏ؀�؀ฏฏ؀�
 

 
43 

��،��؀؀؀�ฏฏ�ฏฏ�ଏฏฏฏ�؀؀ฏ��ฏฏ؀ฏ5(؀ฏฏฏ�؀ฏฏฏฏฏฏ؀�؀؀ฏ��ฏ،�ฏฏฏ5ฏ؀�ฏ�ฏฏฏฏ�؀ฏฏฏ�؀ฏ�؀ฏฏ_ฏ؀ฏฏฏฏ�ฏฏฏฏ�ฏ:  الولاء العاطفي  ) ب

�ฏฏ؀ฏฏ�؀ฏ؀�؀ฏฏฏ�؀؀)�ฏฏ�؀؀ฏ؀ฏฏ؀�l؀ฏฏฏฏ؀�ฏฏ�؀ฏฏ)�k؀_؀�؀؀ฏ؀�ฏฏ؀�؀ฏฏฏ�ฏฏฏฏ�ฏฏ56.��

��k؀(؀ฏ؀�l؀ฏ�؀؀_�ฏฏ�ฏฏฏฏ�؀؀�ฏฏฏฏฏ�؀؀ฏฏฏฏ؀�؀؀؀ฏฏฏ5�ฏ5ฏ؀ฏฏ�ฏฏ�ฏฏ�؀؀؀؀؀�؀ฏ,��ฏ�ฏฏ؀�؀؀:  الولاء ا؀ฏا؀=  ) ت

��ฏ5؀ฏฏ�؀؀ฏฏ�؀؀�ฏฏฏฏฏฏฏ؀�؀ฏฏฏ؀ฏฏ؀�؀ฏ؀ฏฏ�؀ฏ؀�ฏฏฏ�؀ଏฏฏ�ฏฏฏฏ5�؀؀؀ฏฏฏฏ5؀؀؀؀ฏ؀؀��؀ฏฏฏ�ฏ�ฏ؀�ฏฏ5ଏ�ฏฏ؀�ฏ؀

ฏฏฏฏฏ؀.57  

�����؀ฏฏฏ؀�؀�؀ฏ؀ฏ؀�؀ฏ,�ฏฏฏฏฏ؀�؀؀؀ฏฏฏฏ؀�ฏฏ؀�ฏ�ฏฏ؀�؀ฏ�؀ฏฏฏฏฏฏ5�؀ฏฏฏฏฏฏ؀�؀؀ฏ:الولاء الฏฏو)ي   )�ثฏฏଏ�؀)�ฏฏ�ฏฏฏฏฏ؀

�l؀ฏฏ؀�؀ฏฏฏฏฏฏ5�ฏฏ؀ฏฏฏ�ฏฏฏฏฏ؀�؀؀ฏ�ฏฏฏ.�؀��؀ฏฏฏ�ฏฏฏฏฏฏฏ؀�؀ฏฏฏ؀ฏฏ؀�؀ฏ�؀ฏ؀ฏฏฏ�kฏ�ฏฏฏฏฏ�؀؀ฏฏฏ�؀ฏ؀�؀ฏ

�؀�؀؀ฏ؀�؀ฏฏฏฏฏฏ؀�ฏฏ؀�؀؀ฏฏฏฏฏ؀�ฏฏฏฏฏฏ5�؀ฏฏฏ؀�؀ฏฏฏฏฏฏ�ฏฏ؀.58�

 �؀ฏฏ؀ฏ؀�ฏฏ؀؀ฏ):�02.02(��؀ฏ؀�ฏ)ฏฏ؀                 ء؀ฏاฏฏ الوฏا  -3.2

�

�

�

�

�

 

 

 

 
56؀ฏฏ�ฏฏ؀؀؀؀ฏฏฏ؀؀ฏฏฏ ฏฏ؀ฏ؀ฏฏฏฏ؀  �ฏฏ ؀؀ฏ؀(؀.77 

57ElissarToufaily, op.cit, p 23. 
58؀ฏฏ�ฏฏ؀؀؀؀ฏฏฏ؀؀ฏฏฏ ฏ؀ฏฏฏฏ؀ฏฏ؀   �ฏฏ ؀؀ฏ؀(؀.78 

�ฏฏฏฏฏฏฏ 

�ฏଏฏฏฏ؀ 

ฏ؀�؀ଏ؀ฏฏ  

ฏ؀�Uฏฏฏ  

ฏ؀؀؀؀ฏ  
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�

Source: Jean Marc LEHU, Stratégie de fidélisation, Op.cit., p.74 

ฏ؀ �ฏฏฏฏ؀ ฏ)ฏฏ؀ ؀ଏฏଏ ฏฏ)؀؀ฏฏฏฏ؀ ؀ฏ؀ �؀ฏฏฏ ؀ฏ�5ฏฏ؀؀ฏ � ฏฏฏฏ) ฏฏ؀:59 

 ؀؀؀ฏฏ؀ �ฏฏ؀ฏ؀ ؀ଏ؀ฏฏฏ؀   ) أ

 :ฏ)؀ฏฏฏ ฏฏฏฏ �ଏฏ؀ฏ ؀؀؀ฏ؀ ฏฏ؀؀ฏ؀ ฏฏ ؀؀ฏ.؀ฏ�ฏฏฏฏ؀ ؀؀ଏฏฏฏฏฏฏ؀ ؀؀ฏฏฏฏ؀ ؀ଏ؀ฏฏ ؀ฏ ؀؀ฏฏฏ 

� ؀ฏฏฏฏ؀  ฏ؀ฏฏฏ  �ଏฏ؀ฏ  ؀ฏ  :  ؀ฏฏ؀ฏฏฏ  ؀ฏฏ�ଏฏฏ؀  ؀ฏฏฏฏฏ�ฏฏ؀؀  ؀ଏฏฏฏฏฏฏฏ؀  �  ؀ฏฏฏฏ؀  ؀ฏฏฏ؀ฏ  ؀ଏ؀ฏฏ  k؀؀؀ฏฏ؀

 .؀ฏฏ ฏฏ؀ฏฏฏ؀ ؀ฏฏฏฏฏฏ؀؀ 

� ฏฏฏฏฏฏฏ؀ �ଏฏ؀ฏ .؀ฏฏฏฏ؀ ؀؀؀؀ ؀ଏ)؀ฏฏ؀ ؀؀ฏฏฏฏฏ؀؀ ؀ฏฏ؀ ؀�؀ฏฏ؀ ฏฏ�ฏ؀ : 

�  ؀ฏ؀ฏ؀ ؀ฏ�ฏฏฏ �ଏฏ؀ฏ ฏฏฏฏ؀ :ฏฏฏฏฏฏ؀ ؀ฏ� .؀ฏ؀ฏฏ؀ ฏฏ ฏଏฏฏฏฏ ฏฏฏฏฏฏ؀ ؀؀ฏฏଏฏ؀؀ ؀ฏ؀ฏ؀ ฏฏฏ؀ �؀ 

؀ ฏฏฏฏฏฏ5ฏฏฏฏ؀؀ ؀ฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ؀؀ฏฏଏฏ ฏฏ؀ฏฏ ฏฏ ฏฏฏฏฏฏ؀ ฏ  ฏฏฏ؀ ؀ฏฏฏฏ؀ ؀ฏฏฏ ؀ฏ ฏฏฏ ฏ) ؀ଏ؀ฏฏ k؀؀؀ฏฏ؀ ؀ฏ ؀

.ฏ)؀ฏฏ؀ ฏฏଏฏ؀ ฏฏ؀ฏฏ  

 ؀؀؀ฏฏ؀ �ฏ5ฏฏฏฏ؀ ฏଏฏฏฏ؀   � ب

�   ฏฏଏฏ ฏฏ ؀�ฏฏ ฏฏ ؀؀؀؀ฏฏ ฏ)؀ฏฏ؀ ؀ฏ؀ ฏ�ฏฏฏฏฏฏ؀ ฏฏฏ؀ଏฏ ฏฏฏ ¦ฏฏฏฏ؀ ฏฏ؀ ؀ฏฏฏฏฏฏ  )�ฏ ؀  ฏฏ ؀ k؀؀؀ฏฏ؀ ؀ฏ ؀؀

؀ฏฏฏฏ؀؀ ؀ฏฏ.ฏ)؀ฏฏฏ ฏ�ฏଏฏ؀؀ฏฏฏ؀؀؀ ؀ฏฏ؀ ฏฏ ฏฏฏฏ؀؀ ؀ฏฏ؀ ฏฏ ฏ�ฏฏฏ؀؀؀ ؀ฏ�ฏฏ؀ ฏଏଏฏฏ ؀ 

� ฏ)؀ฏฏฏ ฏ�ฏฏฏ ฏฏฏ؀ ؀؀ฏ�ฏฏฏฏ؀؀؀ ؀ฏฏ؀؀ ؀ฏ؀ฏ ؀ฏ ؀؀ฏ ؀ ؀ฏฏฏ؀  ؀ ؀ฏ�ฏฏฏฏ؀؀؀ ؀ฏฏฏฏ�ฏฏฏฏ ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏ ؀؀ฏฏฏฏฏ؀ ؀

 .؀؀ฏ؀ ؀ฏฏฏฏฏ؀ ฏฏฏ ؀ฏ ฏ؀ଏ؀ฏฏ ؀)ฏ� ฏ ฏ)ฏ5 

 
59؀̄ฏฏ    ฏฏฏฏ ฏฏ؀ ؀؀؀ฏฏ_؀ฏ؀ ؀ฏ؀ ؀ฏฏฏ ฏฏฏ ฏ؀ฏ؀؀ k؀ฏฏฏฏฏ؀ ��؀ฏฏฏ؀؀؀؀ฏ؀  -؀ฏ؀؀ฏฏ؀ ؀ฏฏฏฏ؀ ฏฏฏ؀ฏ-  ؀ฏฏฏ ฏฏฏฏฏ؀؀ଏฏฏฏฏฏ ؀؀ฏฏฏ ฏଏฏฏ ؀؀ฏฏ ؀(؀؀ฏ

 ؀؀؀؀؀ฏ؀ฏ ؀؀؀ฏ؀ฏ2013-2014؀58ص.  
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� �l؀ฏ؀�؀؀ฏฏ؀�؀�؀ฏฏ�ฏฏฏฏฏฏ5؀�؀؀؀ฏฏ�ฏฏ�ฏ��ଏฏฏฏ�ฏ؀ฏ؀�ฏฏ)ฏ��k؀ฏ؀�؀؀ฏฏ؀�؀ଏଏฏฏ�ฏฏ�ฏฏฏฏฏฏ؀�؀؀ฏฏ؀�ฏฏฏฏଏء��؀ฏฏ؀��

��؀ฏฏฏฏฏฏ؀�؀؀ฏ�ฏฏ�

 ؀؀؀ฏฏ؀ �ฏฏฏฏฏฏ؀ ؀ฏ5ฏฏฏ؀  ) ت

� �ฏ�ฏฏฏฏ؀�؀ฏฏ�ฏฏ��ฏฏฏ�ฏฏฏฏฏฏ؀�؀؀؀ฏฏ؀�ฏฏฏฏ�؀ฏء؀ฏฏ؀����ฏฏฏฏ�

� ؀؀؀ฏฏฏ؀ �ฏฏฏฏ �؀ฏ �؀؀ฏฏ؀ �؀؀ฏ5��ฏฏ �؀؀؀ฏฏฏฏ؀ �ฏฏ �؀ฏฏฏฏฏ؀ �؀؀ฏ �ฏฏฏ �؀؀؀ଏ �ฏฏฏ �ฏ ؀ฏฏฏฏ �؀ฏฏฏฏฏฏ؀ �؀؀)� �؀

��ฏฏฏฏฏ؀�؀ฏฏ؀�ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏ�؀ฏฏฏฏ؀�

� ��؀ฏ؀ฏ�؀ฏฏ�ฏฏฏ�؀ฏ)�؀؀؀�ฏฏฏฏ؀ଏ�؀؀�ฏฏฏ5ฏ�؀؀ฏฏ�ฏ�؀ଏଏฏฏฏ؀�؀؀)ฏ�؀؀ฏฏ�؀؀�ฏ5ฏ؀ฏ؀�

� ฏ؀�ฏฏฏ��؀(�؀؀ฏءฏฏ؀ك��؀�ฏฏ؀�؀؀�؀ฏ�؀ฏฏฏฏฏ؀�؀؀ฏ�؀�ฏฏฏ�؀ฏ���؀؀؀ฏ�ฏฏ؀�؀ฏฏฏฏฏฏ؀�ฏฏฏ�؀ฏฏ�؀ฏ�؀�

 ฏ'ฏ؀؀ฏ ؀؀؀ฏฏ؀ฏ؀ ؀؀ฏ؀'�ฏฏ   ) ث

� ��ฏฏଏฏ�؀)ฏฏฏ؀؀�ฏฏ؀ฏฏฏฏฏ؀�؀ฏ�ฏฏฏฏ؀�ฏ�ฏฏฏฏ�؀ฏ��ฏฏฏฏ؀�؀ฏ�ฏฏฏฏฏ�ฏ)ฏ5ك�؀؀ฏଏ�

� ฏ؀ �ฏ�ฏଏฏ؀؀ฏฏ؀ �؀ฏ�؀؀ฏฏ؀ �؀ฏ�؀؀؀؀ฏءฏฏ؀��؀ฏ؀؀ �75؀؀ ฏฏฏ؀ء� �؀ฏ��؀ฏฏฏฏฏฏ؀؀ �ฏ�؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀ �؀ଏฏ��k؀؀؀ฏฏ؀ �؀ฏฏ �؀

��ฏฏ؀ฏ؀�¯ฏ5ฏ؀ฏ؀�؀؀ฏ�ฏฏฏฏฏ�؀ฏฏฏ�

� �l؀ฏ؀�ฏ�ฏฏฏ�؀ฏฏ؀�ฏ�ฏଏฏ؀؀ฏฏฏ�؀)ฏء��؀ฏฏ؀����؀ ؀؀ฏ�؀؀ଏฏ)�ฏ�ฏฏฏ�؀؀؀؀ฏ�ฏฏฏฏฏ�ฏ؀ฏฏ�ฏ؀�

� �؀ฏฏฏฏฏฏ؀�؀ฏฏฏ�؀ฏ؀ء�ฏ�؀؀�ฏ)�؀ฏ�ฏ�ฏ؀ฏ�؀)ฏฏฏ؀�؀؀؀ฏ�ฏ�ฏฏ�

 ؀؀؀ฏฏ؀ �ฏฏฏฏฏฏ؀ ؀؀؀ฏฏ؀   ) ج

� ؀؀ଏฏ؀ �ฏ؀�؀؀؀ฏ�؀؀؀ฏฏ؀ �؀؀ฏ �ฏ5ฏ؀��؀ଏ؀ฏฏฏ؀ �ฏฏ؀ �؀ฏฏฏ� �؀ฏฏฏฏฏฏ؀ �؀ฏ�؀�؀؀ฏฏฏ؀؀�ฏฏ �ฏฏฏء�ฏฏ�ฏ)�؀ଏฏ� �ฏฏ؀ฏฏ��

؀؀؀ଏฏฏ�؀ଏ)ฏฏฏ؀؀�؀؀؀ฏฏ؀�؀�ฏฏ�؀��؀ଏଏฏฏฏ؀؀؀ฏฏฏ؀�ฏฏฏ؀؀ฏ�ฏฏ؀�؀ฏ�؀���

�
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4.2-  ؀ฏ؀ฏฏ ฏ5ฏ5ฏ؀ฏ؀ ฏฏ؀؀ฏฏ؀  

��؀ฏ؀�ฏ)ฏฏ؀03�02�:(ءฏ؀ฏฏ�ฏ�ฏ�ฏ؀ฏ؀�ฏฏ؀؀ฏฏ؀�

�

�

�

�

�

�

�

�

�

�

�

�

D’après�le�marketing�inttéractif,�Editions�d’Organisation,�Paris,�(2006����

 ฏฏฏฏฏ؀؀؀؀ฏ 

  ฏฏฏฏฏฏ' ฏฏ؀ฏ؀

ฏ�؀ฏฏฏฏ؀ ฏฏฏฏฏ؀؀ 

 ฏ5ฏฏ؀ ฏ؀ฏฏ ؀؀؀ฏ 

ฏฏฏฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏฏ  

  ฏฏ؀ฏฏ؀ฏฏ5ฏ؀ت

 ฏฏฏ؀ฏฏ؀ 

؀ฏฏฏฏ؀  ฏ؀ฏ؀ت 

 ؀؀؀ฏฏฏ 

 ฏฏฏฏฏت ؀ฏ؀ 

 ؀؀ฏฏฏ؀؀ ฏฏ؀ฏฏฏ؀ 

 ฏฏฏฏฏฏ ฏ�؀ฏฏ ؀؀؀ฏ

 ฏฏฏฏฏ؀؀ 

 ؀ฏ؀ฏฏ؀؀؀؀ฏ 
ฏฏฏฏฏ   ؀؀؀ฏฏ؀

 ؀؀ฏฏฏฏ؀؀ 

؀؀ฏฏฏฏ؀ت  

 ฏฏฏฏฏฏ؀؀ت 

�؀ฏฏฏฏฏ�
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�ฏฏ)؀��ฏฏฏฏ؀�ฏ)ฏฏ؀�ฏฏ�؀◌ّ�ن؀ฏฏฏ12�؀ฏ؀ฏ؀�ฏฏ؀؀ฏن�ฏ�؀ฏฏฏฏ��؀ฏฏฏฏฏฏ؀�؀ଏ؀ฏฏฏ�:��

؀�(� ��ฏฏฏฏฏ؀ �؀؀؀ฏ�؀؀ଏฏ؀ �:����ฏଏฏฏฏ؀ �ฏฏฏ� �ฏ�ฏฏฏฏ؀ �؀؀؀ฏฏ؀ �؀؀ �ฏฏฏฏฏ؀ ��ฏฏ؀؀ฏ �ฏฏฏ �؀؀ฏฏฏ �ฏฏฏฏฏ؀ �؀�ଏฏฏฏ �ฏଏฏฏฏ؀ �؀؀ฏ�

��ฏฏ؀؀ฏ؀�

ฏ�ฏ؀؀ฏฏ؀�؀؀ฏฏ؀،�ฏ�؀ฏฏฏ؀�؀��؀�،��؀ฏ�ฏฏฏ؀ن�؀ฏ؀�؀ଏฏ_�؀ฏฏฏฏ؀���ฏ:��ฏ؀�ฏଏฏฏฏ؀�؀؀ฏن����ฏฏฏฏฏฏ�ฏฏฏฏฏ؀�؀ฏฏฏ؀ଏฏฏฏ)�ب

�،�ฏฏฏฏ؀�ฏฏ؀ฏ��k؀ฏ؀�؀ฏฏฏฏ5ف؀ฏن��؀ฏ؀فع�

؀�(��ฏฏฏ؀ฏฏ؀�؀ฏฏ؀ฏฏ؀�ฏฏ5ฏ؀��:ฏฏฏฏฏฏ5�ฏ؀5ฏ؀ฏฏ؀�؀ฏฏ؀ฏฏ؀�ฏฏ�ฏ�؀�ଏฏฏฏ�k؀ฏฏฏฏ؀�؀؀ฏ����؀�ฏฏฏฏ؀:ฏฏ؀ฏฏ؀�؀؀��ฏฏ�ฏฏ؀ฏ؀�،

���ฏฏ؀ف�ฏ)ฏ5�؀ฏฏฏฏฏฏฏฏ�ฏ�ฏฏฏฏฏ؀�ฏฏ�ฏฏ؀�؀ଏ؀ฏฏฏ�ฏฏฏ�ଏฏฏ�ฏ�ฏ�)�؀؀ฏ��ฏฏع��؀�ฏฏ؀�؀ฏ5�

؀�(��ฏ�؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀؀�ฏฏฏฏฏฏ' �ฏฏ؀ฏ؀�ฏฏฏฏฏ؀ �ฏฏฏฏن�ฏ�ฏฏฏ�؀؀ฏฏฏ �:��ฏ�؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀ �ฏฏฏฏن�ฏ�ฏ ؀ฏ�؀ ฏฏ؀ن� �،

ฏฏ؀��ฏฏฏฏฏ؀�؀؀؀ฏ�؀ฏฏฏ؀�ฏ�ฏฏฏฏ�ฏ؀ฏฏฏب��؀؀؀؀؀ฏฏฏ�ฏ�

�����؀ฏ؀ฏฏ؀؀؀؀ฏ)�جฏฏฏଏ �ฏฏف� ؀ฏฏฏฏฏ�ن� �؀�ฏฏ؀ �؀)ฏฏ؀ �؀؀ฏฏ �ฏف�ฏฏฏ؀ �ฏ�؀ฏฏฏ؀ �؀؀ฏฏ؀ �؀ฏฏ؀؀؀ �ฏ�ฏฏ ؀ن� ฏଏب� �:

�؀ฏฏฏฏฏฏ؀�ฏฏฏ5��ฏฏฏଏ�ฏฏ�؀؀ف��ฏฏฏฏฏ؀�؀ฏ؀ฏฏ؀�ฏن�فଏଏฏฏฏฏฏ5�

��ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀؀�ฏฏฏฏฏฏ�ฏ�؀ฏฏ�؀؀؀ฏฏฏฏฏฏ)�ح �ฏฏ�ฏ؀ฏ؀ �؀؀؀ฏฏ؀�l؀ฏ�ฏฏฏ�:��؀؀���؀�ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀ �؀؀���؀�ฏ

�ฏฏฏฏฏฏع�ฏ�ฏฏฏ؀؀ฏن�ଏฏฏฏ�ฏ)؀ฏฏ؀�ฏฏฏن�ଏฏฏଏฏ��ฏ)؀ฏฏ؀�

����؀؀ฏฏฏ؀؀)�خ �ฏฏ؀ฏฏฏ؀����ฏฏฏฏฏ؀ ฏن� �ฏฏฏฏฏ؀ �؀ଏ؀ฏฏ؀ �؀ฏฏ ฏن� �؀؀ �ฏฏ5ฏฏฏ؀ �ฏฏ؀؀ฏฏ؀ �ฏฏ؀فฏฏ �ฏฏ؀ �ฏଏฏฏฏ؀ �ฏଏฏ�ฏ

��ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀؀�

؀�(� ��ฏฏฏฏฏฏ ��؀ฏฏ؀ �؀ฏฏฏฏฏฏ؀؀ �؀؀؀ฏฏฏฏ؀ฏฏ؀؀ฏ ଏฏฏฏن� �ฏฏฏ �؀ฏ)؀ฏฏ؀ �ฏฏฏฏ �:����ฏฏฏ �؀؀ฏฏฏ؀ �؀ฏฏ ฏن�

��ฏଏฏฏฏฏن�ฏฏฏฏ؀�ฏฏฏฏ؀�؀ฏฏฏฏ؀؀�؀؀؀ฏฏฏฏ؀�

؀�(� ��؀؀؀ฏฏฏฏ؀�؀؀ฏฏฏฏ؀؀�؀؀؀ฏฏ؀�ฏฏฏฏฏ؀؀؀ฏฏ؀�؀ฏฏฏ؀�:��ฏ؀ฏ�ฏฏ؀�ฏฏฏฏฏن�ฏฏ5ن�ଏฏ�ฏ؀�؀؀ฏن�ฏ�ฏฏฏฏ�؀ฏฏฏฏฏฏ؀�ฏฏ؀؀ଏ�،

؀؀؀ฏฏن�؀ฏ�؀؀؀ฏฏ؀�ฏฏ؀�ฏ؀ฏฏ�ฏ؀�ฏฏ؀فଏ�ฏฏฏ�
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؀(���ฏ5ฏฏ؀ �ฏ؀ฏฏ �؀؀؀ฏ��؀؀؀ฏ �ฏฏฏ �؀ฏ؀ฏฏ �ฏฏฏ؀ �ฏฏ؀؀ฏฏ؀ ฏن� �؀ଏ؀ฏฏ؀ �؀ฏฏฏ��ฏฏฏฏ؀ �؀ฏฏฏฏ ฏ)ฏฏ؀ن،� �:؀ฏฏฏฏฏฏ؀،��

؀ฏ5ฏฏฏฏ؀�؀؀؀ฏ�،؀ฏ�ฏฏฏن��؀ଏฏ؀؀ฏฏ؀ف؀�؀ฏ�،�

��ฏฏฏฏฏ؀)ز �؀ฏ؀��؀ฏฏฏฏฏ �ฏฏ؀ฏฏ؀ �ฏฏฏฏ؀ �ฏฏ؀ ฏن� �ฏฏฏฏ؀ �؀ฏฏฏฏ �؀ଏ؀ฏฏฏ ؀ฏฏ؀ز�ع� �؀ฏ)؀ฏ ฏن� �؀ଏ؀ฏฏ؀ �؀؀ฏฏ �:

��؀ฏฏฏฏฏฏ�

��؀؀؀ฏฏฏ)�س �؀ฏฏฏฏ؀ �؀ฏ؀ฏ؀ฏฏฏฏฏฏฏ �؀ฏฏ�ฏฏฏฏ�؀؀ฏ�:�؀��ฏ�ฏฏฏ�ฏ�؀فฏฏฏ؀�ฏฏฏฏ؀؀ن�؀�؀ଏ ฏฏฏ؀س� �؀ฏ��؀ฏ �؀؀ଏฏ؀ �،

��ฏ)ฏ5�؀ฏ؀ฏฏ�ฏฏฏଏฏଏฏ؀؀ฏฏ؀�؀�؀؀ฏ�ฏฏن�؀ฏ�؀ฏฏ�ฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏ؀ฏ�ฏฏ؀�ฏ)؀ฏฏ؀�؀ฏฏฏฏب�؀ن�ฏଏ��ฏ؀�ฏ5�؀؀؀ฏ

�ฏฏ؀ف����

5.2-��؀ฏฏฏ�؀ฏฏ؀���؀ฏฏฏฏ؀��

��؀؀؀ฏ�ฏ�؀ف)ฏز_؀ن��ฏ؀�؀؀؀�ฏฏ�ฏฏฏฏฏ_زฏ�؀ฏ؀ฏ؀�؀ฏฏฏ�ฏฏฏ؀ฏ�k؀�ฏฏฏ�ฏฏฏس��ฏ��ฏฏฏฏ�ฏฏฏ؀�ฏ�؀ฏฏฏ؀�ฏฏفฏฏฏฏ؀�؀ฏฏฏ؀ฏฏ؀

��ฏฏฏب�ฏଏ�؀ฏ؀ฏ؀�؀ฏฏฏฏฏฏن�؀ฏ؀�ฏف�ฏ)؀ฏฏ�k؀ฏ؀�؀ฏฏن�؀ฏ�ฏฏฏฏ�ฏฏฏฏฏ؀�؀؀ฏ�؀ฏ؀ฏ�؀فฏฏ؀�؀؀�ฏฏฏฏฏ�ฏฏ؀؀�ฏฏฏ5ฏع�؀�ฏฏ

ฏ�ฏฏฏฏ�ฏ�ฏฏฏଏ؀�75؀؀؀�ฏଏ)ฏฏز_؀ن�ฏ؀ฏฏ)ฏฏ�؀؀ฏ�ฏฏฏฏ�ฏฏฏ؀ฏ�¦ฏฏฏฏฏ�؀،��؀؀؀ฏฏ؀�ฏฏฏ؀ฏฏ؀�ฏฏฏب�ฏଏز_؀ن�ฏ؀�؀ฏ؀�؀ฏฏฏฏ

ฏฏ؀:60��

؀�(� �ฏ�؀ฏฏ�؀؀؀ฏ�؀ଏ؀فฏ؀�؀ฏଏฏฏฏฏ؀؀ฏฏز�ଏ)؀ฏฏ�ฏฏ_؀ฏฏ؀�ฏฏฏฏن�؀�؀؀ฏฏ_زฏ؀�؀ଏ؀ฏฏ�ฏฏฏ�ฏฏฏฏ؀���

��ฏฏ5�؀ฏฏฏฏ؀ز_ฏฏن�(�ฏف5�؀ฏฏฏฏฏ�؀؀ฏ(ฏ�؀ଏ؀ฏ�؀ฏ�ฏฏ�ฏن���ฏฏฏฏฏฏฏฏ�؀�ฏฏฏ؀ฏฏ؀)�ب

��؀ฏ��61(ଏز�؀؀�؀ฏฏฏฏ�؀ฏฏฏฏ�ฏฏฏ؀ฏฏ؀�؀؀ฏฏ�ฏ�؀ฏฏ؀�ฏฏع�ฏ؀ز_ฏฏن�ଏଏฏฏฏฏ؀ن��)�؀

 
60��؀ฏฏฏฏ؀�؀؀ฏฏ؀�؀؀)ฏ5�؀ฏ�ฏ�؀ฏฏฏ�ฏฏฏฏฏ�ฏ�ฏฏฏฏฏ؀�؀؀ฏฏฏ؀�ฏฏฏฏ�ฏฏฏ؀ฏฏ؀�ฏ�؀؀؀؀ฏ�ฏฏฏ�ฏฏฏ�ฏ�؀ฏฏฏฏ؀�؀�ฏฏฏฏฏز_؀ن�؀�؀ฏ؀-60؀؀ฏฏฏ�؀ฏฏฏ 

61Gabriel Dabi-Schwebel(2017),« Fidéliser ses clients en 5 étapes », site web 

détaillé :https://www.1min30.com/martech/ (consulté le 28/04/2021). 
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ฏฏฏฏฏ؀�؀ฏฏฏฏ�ฏ�؀ฏฏ�ฏฏ�؀ฏฏฏฏ�؀؀ฏฏ5؀ଏฏ��؀؀ฏ�؀؀ฏ�؀ฏฏ�؀ฏฏ؀�؀ฏฏฏ�ฏฏ؀��؀ฏฏ�¦ฏฏฏฏฏ؀�ฏ�ฏ�)�ฏฏ؀ฏฏ�ฏฏ؀�؀ฏฏฏฏ�؀

��ฏฏ��؀؀ฏ�؀ฏฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�؀ฏ�؀ଏฏ)5�؀ฏ؀؀�؀ฏฏฏฏฏ5�¦ฏฏฏฏฏ؀�؀ฏฏ�؀�؀؀؀ଏฏ)�ฏฏฏฏ�ฏฏ)��؀؀ฏฏฏ؀�ฏฏ�؀؀؀ฏฏฏ��ฏฏฏ

��؀ଏฏ5����ฏฏ؀10���؀؀؀ฏ��؀ฏ�ฏฏ؀�؀ฏฏ؀�ฏฏ؀���ฏฏฏฏฏฏ؀�؀ฏฏ؀�؀ฏฏ��ฏ؀�ฏ؀؀� ؀ฏ�ฏฏ�؀ฏฏฏฏ؀�ฏଏฏฏฏ��؀��؀(؀�؀؀ଏฏ�؀)ฏฏ

��ฏ�ฏฏ����

ฏ؀؀ฏฏ؀��؀ฏଏ�ฏ ؀ฏฏฏฏ؀� ؀ฏฏฏฏ�؀ฏ؀ฏ؀ �؀؀ฏ�؀؀)��ฏฏฏ ��؀ฏฏฏฏ؀�؀�؀؀ฏ؀�؀؀ฏฏ؀ �ฏฏ�؀ฏฏฏ�؀�؀ฏฏฏ �ฏ�ฏฏฏ؀�ฏ�ฏଏฏ؀؀ฏฏ؀�؀ฏ��

ฏ�ฏฏฏฏ؀�؀؀؀ฏฏ؀��ଏฏฏฏ��:62��

� �؀ฏฏฏฏฏ5ฏฏ؀؀�؀ฏฏฏฏ�؀؀ฏ؀�:��

- ฏ؀ �ฏ�ฏଏฏ؀؀ฏฏ؀ �؀؀ฏฏ �ฏฏฏف؀��؀؀فاءฏ؀ على� �ฏฏفعا��ฏف ��؀ଏلฏฏฏฏฏ؀ ฏ؀عฏฏء� ฏ؀ฏ؀عا�؀ �؀ฏ؀ฏ �؀ฏ؀؀ ฏع�؀؀ �؀؀ �؀ฏଏ �؀

��؀؀ฏ؀ฏ؀�؀)ฏ��؀ଏฏ�؀�ฏฏฏ؀ฏ؀ �؀ฏعฏ؀ฏ؀عฏ؀�ฏฏ؀ฏฏ5ا�؀ฏعل؀ฏฏ؀�ฏ�ฏฏى�ฏ؀��؀؀؀ฏฏء�؀ฏฏعฏ؀ �ฏฏ؀�؀ଏฏฏฏاฏا�؀ �؀

؀ฏ�؀؀ฏฏฏฏฏ؀؀�ฏ5ฏاฏฏฏا؀�؀ฏ؀ฏฏا؀�؀؀�؀ฏฏฏฏฏ؀�؀�؀ฏฏ؀�؀�؀؀ฏฏ؀�؀؀ฏ�ฏ�؀فฏฏฏ؀ع�؀ع�k؀؀؀ฏฏ؀�؀ฏ�؀ฏ؀ฏ��؀؀؀ฏฏฏ5ا��

��ฏل�ฏ�؀عฏฏا5عฏฏฏى��ฏ؀ฏ؀؀ء�؀ฏฏ؀���؀؀؀ฏ�ฏฏ��؀"�؀عل��؀فฏ؀ฏ؀�ฏ�؀فฏฏاฏا�ฏฏ؀�ฏع؀فฏฏ؀ا�؀ฏฏ5�؀اฏฏ؀؀ฏฏฏ؀�ฏ�؀؀؀فฏฏ�ฏ

ฏفعلฏ؀�"��63��

� ฏฏฏ؀�؀ฏฏฏฏ؀؀ฏฏฏฏ�؀؀ฏฏฏ�؀5ฏฏฏฏ�؀ฏ؀�؀�:��

ฏฏฏฏฏ�؀؀ଏฏฏا��؀ - ฏعلฏ؀ا�؀ ฏฏ�؀ฏฏل�؀على� �؀ �؀ฏ؀ ฏ؀ى� ฏ؀ا� �ฏฏ؀؀ฏฏฏฏ؀ �؀�؀ฏฏ؀؀ ฏฏฏ؀؀ا�؀؀ �؀؀؀ฏฏ؀ �ฏ_؀ฏ�ฏฏف �؀؀ฏฏ5

�� �ฏ�ฏاฏฏ؀ �؀ฏاฏعฏ؀؀ �؀ �؀ฏฏฏع�؀ع�ฏฏฏฏ؀CRMฏ�؀�ฏฏฏ �؀ฏ؀ 5ع�؀ عل��؀ �؀ฏଏ �����؀ଏଏعاฏฏ ؀ف؀ฏا� �؀ฏฏฏاع�؀؀ع

�ฏلฏฏฏ؀ �� �؀؀؀ฏฏฏ؀ �� �ฏฏ؀؀ฏฏ؀ � �؀؀؀؀ฏฏฏ؀ �؀؀ฏฏ)؀ฏ �ฏف �؀ฏฏ�؀؀ف �؀؀ฏฏاฏฏฏ؀ �؀ฏاฏฏ �؀؀ฏฏฏعฏ �ฏ)؀ฏฏฏฏ؀ �؀ଏଏعاฏ��؀

����ฏ�ฏଏ؀فฏฏ؀�؀ฏฏ؀ฏฏ؀������

 
62Gabriel Dabi-Schwebel(2017),Ibid. 

 
63Gabriel Dabi-Schwebel(2017),Ibid. 
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- ฏฏฏฏฏ�؀ฏ�ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�ฏฏฏ5ฏ�؀��؀؀ฏฏ�؀ฏ�ฏฏฏ�؀ฏฏ؀�؀ฏฏฏฏ�ฏ�؀؀ฏฏฏ؀�؀؀؀ଏ)؀ฏฏ؀�؀؀ฏฏฏ؀�؀��؀ฏฏฏฏ؀�؀5�ฏฏฏฏฏ

ฏ؀ฏ؀؀ฏฏฏ؀�؀ฏฏ؀��؀5�؀ฏฏฏ؀�ฏ�؀ฏฏฏ؀�؀؀ฏฏ�؀؀؀؀ଏฏ�ฏฏฏฏฏฏ5؀�؀��

- ฏ�؀؀ฏฏ؀�ฏฏฏฏ�ฏ�ฏฏ؀ฏ؀ �؀ฏ�ฏฏฏฏ�؀؀ฏฏฏ�ฏฏ؀ �؀ଏฏฏฏฏฏฏ؀�؀ฏฏฏฏ�ฏ�؀ฏ��ฏ�ฏฏ؀�ฏ�ฏ�)�ฏฏ؀ฏฏ�؀ฏ؀�؀ฏ5�؀�ฏฏ�؀ฏฏ؀�؀

��؀ฏฏ�¦ฏฏฏฏฏฏ�؀ฏฏฏฏ��

� 5ଏฏฏ؀�؀؀؀ฏฏ؀�؀5ฏฏฏ�؀ฏฏ؀�؀5ଏฏฏ�؀ฏ�ฏฏฏ�:��

- ฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�ฏ)�ฏฏฏฏฏฏฏ�ฏฏ�؀ฏฏฏฏ�ฏฏฏ؀؀�ฏฏฏฏฏ�؀ฏ�ฏ��؀ฏฏ�ฏฏฏฏฏ�ฏ؀ฏฏ؀�ฏฏฏ�ଏฏฏ؀�؀ฏ؀؀ฏ�؀�ฏฏฏ�؀ฏ)ฏ��؀

��؀ฏ؀ฏ؀�؀؀؀ฏ5�؀ฏฏฏฏ�؀؀ฏ�ฏฏ�؀ฏฏฏฏฏ�؀ฏ؀؀ฏ�؀؀؀ฏฏ�؀؀�ฏฏฏฏฏฏ5�؀)ฏ���ฏฏฏฏฏฏฏ؀��

- �ฏ؀�ฏฏฏ�؀ฏฏฏฏ؀�؀؀ฏ�؀ଏ؀ฏฏ��؀ฏฏฏฏ؀�؀ଏฏฏฏ�؀�ଏฏฏ�ฏฏฏ�؀؀؀؀ฏฏ�؀؀ฏฏฏ�؀��؀؀ฏฏ�؀ฏฏฏ؀�؀�؀ଏฏฏฏฏฏ؀�؀ฏฏฏฏ؀�؀؀ฏ؀�؀�؀؀ฏฏ؀

��؀ �؀ฏ�ฏ؀ฏฏ؀ �؀ฏ �؀؀ฏ؀ �؀ଏ؀ฏ؀ �؀؀ฏฏ؀ �؀ฏฏฏฏ؀ �؀؀ฏ �ฏฏ؀ฏฏ؀ �؀ �؀ฏ؀ฏ؀ �؀؀؀ฏ5 �ฏ؀؀؀ฏ؀ �ฏଏฏฏ �ฏ) �؀ฏ �ฏฏฏฏฏ؀ �؀؀؀؀؀ฏ؀

��64إฏخ��

� �ฏ5ฏ؀؀ฏฏ�؀؀؀�ฏฏ'ฏฏ�؀ฏฏฏ؀؀ฏฏ؀�ฏฏฏ��ฏฏฏ�:�

- �؀؀؀ฏฏฏฏ�؀؀ฏฏ�ฏฏฏ؀ଏฏฏإ�؀؀��ฏฏଏฏ�؀)ฏฏฏ؀�ฏฏ�؀؀؀ฏฏฏฏ؀�ฏ�ฏ�)�؀؀ฏฏ�؀؀�؀�ฏฏ�؀����؀؀ฏฏ؀�ฏฏ�؀ฏฏ؀��؀ฏฏ؀�؀ฏฏฏ�؀؀؀

�ฏฏฏฏฏฏ؀�؀ฏ�ฏฏ؀ฏ؀��؀ฏ؀ฏฏ��؀؀إ؀�؀؀ฏ؀ฏ�؀)ฏฏ؀؀�؀ฏ؀ฏ؀�؀ฏ�؀؀ฏ؀�؀ฏฏ�ฏ��؀؀ฏฏฏ�؀؀ฏ��؀ฏ؀�؀؀؀ฏฏ�؀؀ฏ؀)��ฏฏ�ฏ؀5ฏฏฏฏ�؀

ฏ5ฏ5ฏฏฏ؀�؀؀�؀ฏฏฏฏฏฏฏ؀�؀؀�؀؀؀؀ฏฏ�؀؀�؀���؀5�؀ฏฏฏ؀�؀ฏ�ฏฏฏฏ؀�ฏฏฏฏฏ�؀ฏ؀ฏإ��ฏ�؀ฏฏฏ�؀ฏ؀�؀ฏ�؀ฏฏฏฏ�؀؀�ฏฏฏฏ؀�؀ฏฏ�؀

��؀ฏฏฏ؀؀ฏฏฏ5�؀ฏฏ؀ฏ؀65��

- ��ฏฏฏ؀�ฏฏฏإ�ฏฏ؀ฏ؀�؀ฏฏฏ؀ฏฏ؀��ฏฏฏ؀�؀ฏฏ�ฏ��؀؀؀ฏฏฏฏ؀�؀؀؀ฏฏ؀�ฏฏ��ฏฏ؀ฏฏ�ฏฏฏ؀ฏฏฏ؀�؀؀؀ฏฏ؀�؀؀�؀ฏ�ฏ؀ฏฏ؀؀�؀ฏฏฏ

��ฏ ؀ฏ�؀ �؀ฏ)ฏ� ��؀ฏฏฏฏ �؀ฏฏฏ؀ �؀؀ �؀ฏฏ؀ฏ �؀ฏ �؀ฏฏ؀ฏฏฏฏ؀ �؀ฏ5 �؀؀؀ฏฏ5ฏ �؀ฏฏฏฏ�؀ฏ �؀ฏฏ�ฏฏฏ �ฏฏฏ �؀؀ฏฏฏฏ �ฏฏ�؀؀

 
64Gabriel Dabi-Schwebel(2017),Ibid. 
65Gabriel Dabi-Schwebel(2017),ibid. 
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ال؀ฏا؀ال �؀ฏ5�ฏฏ �؀ฏฏلฏ)ฏ�ฏฏ�ฏ)؀ฏฏฏฏل �ฏ5ฏฏ�ฏ�ฏฏฏال �ฏ؀ฏ�؀ฏ؀ل �؀��؀ฏฏ؀؀ا�ଏฏ)؀ا�ฏฏฏ� �؀؀�؀؀ฏฏ��؀ฏฏฏال �؀ฏ�ฏ�ฏฏ

��ฏฏฏฏال��

- ��؀ฏฏ�¦ฏฏฏฏฏ�؀اฏ�؀ฏฏฏ�؀الฏ�؀ฏฏฏฏ�ฏฏ؀�؀ฏ�؀ฏฏฏال��

� ؀ฏ؀؀�ฏฏฏฏ؀؀�ฏฏฏฏ؀�ฏฏฏ؀�ฏฏ؀�:��

- 5 �؀ฏ؀�؀5 �؀ଏฏ؀ฏฏ؀ �؀ฏଏ �؀؀ �؀ฏฏ �ฏฏ) �؀ฏଏฏฏฏฏฏ �؀؀ �؀ฏଏ ��؀ฏ؀ �ฏฏ �ฏฏฏฏ5ฏฏ؀ �؀؀؀ �؀ฏฏ؀ �؀ฏ؀؀ฏฏ؀ �؀ฏฏ �؀ฏ ل���؀

�؀�ฏฏ؀�ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏฏฏฏฏฏ؀��ฏฏฏ�؀؀ฏฏฏ�؀�ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏ�ฏฏ�؀؀ฏฏฏฏଏ�؀؀ฏฏฏل�ฏฏ؀؀�؀��

- �؀�ฏฏฏฏฏ�ฏฏ�؀؀؀ฏฏ�ฏ�؀ฏฏฏฏ؀ฏ؀�؀ฏฏ�؀ฏ�؀؀؀ฏฏ؀�؀ฏل�؀ଏฏฏฏ��؀ଏฏ؀؀ฏ�ฏฏ��ฏฏฏฏฏ؀؀�ฏฏ؀؀ฏ�ฏ�؀؀ฏ�؀؀ฏฏฏฏل�؀ଏฏฏ�ฏฏฏ�؀

�؀ฏฏ��ฏฏฏฏฏ�؀ฏฏฏ�ฏฏ؀ฏ�؀�؀ฏฏ�؀ฏฏ�؀ฏ�؀؀�؀ฏฏฏฏ؀�؀؀؀ฏฏฏ�؀؀�؀ฏฏฏฏฏฏل�؀ฏฏ�؀ฏฏฏฏ�ฏฏฏฏ؀ฏ��ฏฏ�ฏฏ�؀��؀ଏฏ؀ฏ

�ฏฏฏฏ��؀ฏฏฏ؀�ฏฏଏฏ؀�؀ฏฏฏ�؀ฏฏ؀ ؀؀؀��ฏฏ؀؀ฏฏฏ؀�؀�؀ฏ�؀ฏ5ฏ؀ฏل�ฏฏ)�؀ฏฏฏ؀�؀ฏฏ؀؀ฏฏฏฏ؀�؀�؀ฏฏ؀�؀ฏฏل�ଏฏฏฏฏ�؀؀��ฏฏ�؀

��؀ฏ�؀ฏฏฏฏ؀�ฏ�ฏฏ�ฏฏฏ�ฏฏ؀ฏฏฏ؀�؀ฏଏ�ฏฏฏ؀�؀�؀ฏ؀�؀؀؀ฏ�؀ฏ�؀؀ฏ�؀؀ฏ��ฏฏฏฏ؀�؀ฏฏฏฏ�؀؀ଏฏ�ฏฏ�؀؀��

- �؀ �ฏฏฏ �؀؀؀ଏฏ؀ �؀ฏ)ฏ� �؀ �؀ฏฏฏฏ5 �¦ฏฏฏฏฏ؀؀ �؀؀5؀؀؀ �ฏ�؀ฏฏฏฏ؀ �؀؀ฏ5 ��؀ฏฏฏ)ฏฏ؀ฏ؀ �ฏฏฏ؀5 ��؀ฏ)��ฏ�؀ฏ؀ �؀VIP��ฏ�؀؀ฏ �؀

�ฏ�ฏ�ฏଏฏ؀ฏ�ฏ�؀؀ฏ�؀�ฏ�؀ฏฏ؀ଏฏฏ�؀؀؀ฏ�ฏฏฏฏل�ฏฏฏฏ�؀؀�ฏ�ฏฏ؀ฏخ������ฏ؀��

- ؀ฏฏฏฏ�ฏฏ؀ฏฏ�ฏ�ฏ�)�ฏฏฏ�؀؀ฏฏ�؀ฏฏฏل�ଏฏฏฏ؀�؀؀ฏฏฏฏ�؀؀؀ฏฏฏ؀؀�؀ฏฏฏ�ฏฏฏ�؀ฏ�؀5�ฏฏฏฏฏ؀�؀ฏฏฏ�ฏฏ؀�؀��؀ฏฏฏฏฏ؀؀�؀

ฏฏ�ฏฏฏฏฏ�؀؀ฏฏฏ؀�؀ฏଏ�ฏฏฏ؀�؀؀ฏฏฏฏل�؀ଏฏ���؀ଏฏฏฏฏ؀�؀ฏฏฏ؀�؀��¯ฏ5ฏ؀؀�؀�؀ฏฏ�ฏฏฏ�؀ฏฏฏ)ฏฏ؀�ฏฏ؀ฏ؀؀�ฏฏଏฏฏฏ؀ฏل�؀ฏฏฏฏ

؀؀؀؀ଏฏ؀��ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏ5�؀ฏฏฏฏ��؀ฏ�؀؀؀ฏل�؀ଏฏฏฏ؀�؀؀�؀؀؀ฏ�؀ฏ؀؀�؀ฏฏฏฏ؀�؀ฏ�؀ଏฏ؀؀�؀؀ฏฏฏ�؀؀؀ฏฏل�؀ฏฏฏฏ�؀

��؀ฏฏฏل�ଏฏฏ66�

�

 
66Gabriel Dabi-Schwebel(2017),ibid. 
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 67  :80/20 قاعدة  �

  أن   ฏ  ฏ)  ฏฏฏ؀ฏلى  ؀ฏଏ  ؀ଏฏ5  ؀_ฏ  ฏฏฏن  ฏฏฏଏ  ฏฏฏ  80%  ฏฏฏ؀ฏฏ؀  ؀_ฏฏن   ฏن  %20  ف7ฏ  أن   في   ฏฏฏฏฏ  وهي -

 ؀؀ฏฏ ฏฏฏฏฏ_لى ؀ฏ   ؀ฏฏ  ؀ฏฏ؀ฏฏ؀  أฏฏฏلฏ نฏ   ن  أنฏฏ_؀ฏ؀  k؀و  ฏฏ�ฏฏ؀  ฏ�ฏฏฏฏون  ؀ฏلฏଏ ؀ฏفฏ)ฏ  ؀وض  وฏ  �ଏلฏ  ؀ฏฏฏ�ฏ5  

ฏฏฏ؀ฏฏฏ5   

6.2-  ฏ5ฏ5ฏ؀ฏ؀ ؀ฏฏฏฏ؀ ؀ฏ؀د؀؀؀ ؀  

ฏ)ฏ�ฏوฏوฏฏฏฏ؀و؀ ؀ฏ ฏฏ نฏฏ؀ وฏل�؀؀ ؀وฏ؀ فฏฏ ؀ ؀ฏฏ؀(؀ฏ ฏ؀ى ฏ) �ฏଏฏฏฏ؀ن ؀ฏฏ ฏن ؀ଏ؀ฏฏ  ؀ ؀؀؀ฏ؀  ن ฏ؀و؀ฏ ฏوฏو؀؀

؀ฏ؀ฏฏฏ؀   ฏ5ض  ฏฏฏ  ؀ฏฏฏ ฏฏ؀ي  ؀ฏฏฏฏ؀وฏي�  ؀ฏ؀و؀؀   ؀�؀ฏฏ؀  ؀ฏฏ  �ฏฏو�  ฏلฏฏ  ؀ฏ5ฏأ ฏฏ؀ي   ฏ�ฏو؀ฏ؀  ฏلฏฏฏ؀  ฏฏฏ  ؀

ฏ ฏو؀ฏ�؀ฏฏ ฏฏฏ؀ ؀ฏฏฏฏ؀ ฏฏฏฏ؀لฏ و؀ଏ)ฏฏฏ؀ في ฏฏ؀؀ฏ ฏฏฏ ฏ؀ฏ؀ك ฏฏฏฏ5فฏ ฏ؀ى   ؀ฏ؀ أ�ฏ)؀ฏฏلى ؀ฏ نฏ) ؀؀ฏوف    ฏฏฏฏฏ؀

؀ฏฏ ฏฏฏฏฏ ؀ฏฏ   ฏฏฏฏ؀ฏฏ؀؀؀ ؀ฏ؀ ฏฏฏ كฏ؀ฏ�؀ฏฏ ฏฏฏฏฏ؀ ฏ�و؀ฏฏو؀؀ ؀ฏฏ ฏ�ฏฏ �؀ଏ؀ฏฏ ؀ฏฏฏن ؀ฏ  

� ฏ؀ ฏฏฏฏهي و ฏฏ؀ฏ؀  وف ฏฏ؀ฏฏ k؀ฏ؀ض ؀ฏلฏ ؀ฏฏฏ؀ 

 ฏฏ هي ฏو؀ฏ؀ ฏ؀ك ฏلى ؀�؀ฏฏฏ؀ ฏ؀؀ฏ؀لي ؀  �

 ฏฏ هي ฏฏฏ؀لฏฏ ฏฏ؀ي �ฏฏଏฏฏ ฏ؀ك ؀  �

�  ؀ฏฏ لىฏ ؀ฏ؀ଏ ฏଏ)؀ ف ฏฏฏฏ؀ฏฏ؀ ؀ฏฏ؀ �؀؀؀ أوฏฏ�ฏฏฏلى ؀ฏ ฏ؀ଏฏฏฏ هو ฏฏ ك��ฏฏฏ�ฏฏ  

  :؀ฏଏ ฏฏฏ؀ฏฏا؀ฏ؀ฏ ฏฏฏ؀ ؀ฏฏฏฏ؀ ؀ฏฏฏ؀   د؀؀؀ : ؀لأ1.6.2

؀  ) ؀ฏ؀ฏ؀  ฏ؀؀  : '؀اقฏฏ� وฏฏฏฏฏ؀لଏฏن�   ฏ�؀ฏฏฏฏ؀  ؀ฏฏฏฏلฏ  ؀ ؀؀ଏฏ  ฏ؀وفฏฏฏ؀  ฏ�)�ฏฏฏฏ؀  ؀ฏوฏ؀ أ؀و؀؀   l؀ฏ؀  ฏฏฏ؀

ฏฏฏฏ5 ؀؀ଏฏ ฏଏฏฏฏ؀؀؀؀ฏ ฏل�ฏฏ ฏ) ฏฏ ฏฏฏฏ؀5 لىฏ  ¯ฏฏ؀ฏوف ฏฏฏ؀؀ฏฏฏ؀ ฏฏ)ฏ� يฏฏ؀ و؀    ฏ5ฏฏฏฏ5 �ฏฏฏฏ؀ฏฏ؀و̄ ؀ฏฏ

ฏ)؀ฏلฏ  ؀ฏฏأف ฏ)ฏ5 لكฏฏฏฏฏلوك ؀ฏ ؀ฏ�ฏ؀ وฏلى فฏ ؀ ه؀؀ฏฏฏ� ؀68  

 
67Jean Marc Lehu, op.cit, p 103. 
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- �ฏฏ �ฏ)؀ฏฏฏฏฏ5 �ฏฏฏฏฏฏ؀ �؀ฏฏ� �؀؀ �ฏଏฏฏฏ؀ �ฏฏฏ �؀ฏଏ �؀ �ฏฏฏฏ؀ �؀ฏ �؀؀؀ ��ฏฏ؀ฏ؀ฏ �؀؀ �ฏ�ฏฏฏฏ �ฏฏฏ؀5ฏ؀ �؀؀ฏฏ �؀؀ �؀)ฏ�

��ฏฏฏฏฏฏ؀ �؀ฏ�ฏฏฏฏ؀ฏฏ؀�؀ฏฏฏฏ؀ �ฏଏฏฏ�ฏฏฏ��ฏ5ฏ)ฏ �؀ฏ�؀؀ฏ5ฏ��؀؀ฏฏ �؀Leroy�Merlin����؀ฏฏ5 �ฏฏ؀ฏ؀ฏ �؀ฏ؀�ฏฏฏ؀59��

�؀�؀ฏฏ�؀؀ฏฏ�؀؀؀ଏ24���؀؀ฏฏ�؀؀؀ଏ3���ฏฏ؀ฏฏฏ�ฏ�؀؀ฏ�ฏฏ�؀؀؀ฏฏ��

- ฏଏฏฏฏฏ �؀؀؀ฏฏฏ �ฏฏ)ฏฏ؀؀؀ଏฏ) �؀ฏ؀ฏฏ؀ �؀؀ฏ �؀؀؀ฏฏ �؀؀؀؀ฏ ����؀ฏฏฏ؀ �؀ฏ� ��؀ฏฏฏ �؀ฏฏฏฏฏ؀5 �ฏ؀ฏฏ؀؀ �؀؀ฏฏฏฏฏฏฏ؀ �ฏฏฏ� �ฏ �؀

ฏฏ�؀ ؀؀ଏฏ�؀ฏฏ�ฏฏ؀؀ฏฏฏฏ؀�؀�؀ฏฏ؀�؀؀؀ฏฏ�؀؀�؀ฏฏฏ5�ฏ�ฏฏ�؀؀ฏฏฏฏ�؀ฏฏฏ�ฏ�؀؀ฏฏฏ��ฏฏฏ�ฏฏฏ��؀ฏ؀ฏ؀�؀ฏ��ฏฏ؀�؀ଏฏଏ�ฏ�ฏ

��ฏଏฏฏฏ؀�؀ฏฏ؀؀�؀ฏฏ�؀ฏ�؀ฏฏ�ฏ)��

  : ؀ฏ؀ ฏฏ�؀؀ฏ   ) ب

- ��l؀ฏ�ฏฏฏ�ฏฏ؀��ฏ�ฏ�؀؀ฏฏ؀�؀؀ฏ؀ฏ؀�؀؀؀ฏฏฏ؀�؀ฏฏ�؀ฏ�؀ฏฏ؀ฏ�؀ฏ�؀؀؀ฏฏ؀؀�؀؀؀ฏฏฏ�ฏଏฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�ฏ ؀ฏ�؀�؀)ฏ�

��؀ฏฏ؀_؀ฏฏ؀�ฏฏ؀؀ฏ�؀ฏฏ�ฏฏ�؀؀�؀؀؀ฏฏradins�com����؀�ฏฏฏ�؀fr���؀ฏฏ؀ฏฏ�؀؀�؀�������ฏฏฏ؀�؀�؀ฏ��؀؀ฏฏฏ�ฏฏ؀ �ฏฏ؀؀

؀ฏฏฏฏ؀�ฏଏฏฏ�ฏฏฏ�ฏ�؀؀�ฏฏฏฏฏ�؀؀ฏฏฏฏ��ฏ�؀ฏฏ�؀؀ଏฏ�؀ฏ؀ฏ؀�؀ฏ)ฏ��؀��

� �؀ฏฏ��؀�؀ฏ�؀�؀ฏฏฏฏ؀�ฏฏฏฏ10�ฏฏฏฏฏ�؀؀ฏฏ�l؀ฏ�ฏฏฏ�؀5�؀�؀ฏฏ؀�؀ฏฏฏฏฏ�؀����

� �؀ฏฏ��؀ฏ؀ฏ�ฏ�؀ଏฏฏ�؀؀؀ฏ؀�؀؀�؀؀ฏฏ؀�؀ฏฏฏฏฏ�ฏ؀�ฏଏฏ؀ฏ�ฏ؀ฏฏฏ�؀؀ฏ10���ฏฏฏฏฏฏฏ؀�ฏฏ�؀؀؀ฏฏ؀�ฏฏฏ�؀؀؀ଏ��

- ��؀ฏ؀ฏ؀��ฏ؀�ฏฏฏฏฏ�؀)ฏ��ฏ�ฏฏ؀�ฏฏ�ฏฏ�ฏฏ�ฏฏ�ฏ؀ฏ؀�ฏฏฏฏฏฏฏ؀�؀ฏ)���؀؀؀�؀؀ฏ5�ฏฏฏฏ؀�؀)ฏ��؀ฏ؀�؀؀؀؀�؀ฏ�ฏฏ�؀؀ฏฏ؀

�ฏ؀�ฏฏ؀�؀ฏ؀�ฏฏ؀�ฏฏฏฏฏฏ5��؀ଏଏฏฏฏฏ؀�؀ฏฏฏฏ�؀)ฏฏฏ؀�؀)ฏฏฏ؀�؀ฏ�ฏฏฏଏ��ଏฏ؀ฏ؀�ฏฏ�؀ฏฏ�؀ฏฏ�؀��ฏฏฏ��ฏฏ؀؀ฏฏฏ؀�ฏ

؀ฏฏฏฏ؀�ฏଏฏฏ��؀�ฏଏฏฏ�ฏฏฏ�؀؀�؀ฏ�؀؀ฏ؀�؀ฏฏฏ؀�؀ฏ)ฏ��ฏ�؀؀ฏ؀؀�؀؀ฏ�ฏฏฏฏฏ�؀�ฏฏଏฏฏ�؀؀ฏฏ�؀ฏฏ�7ฏ��

  : ฏ5؀ฏฏ؀   ) ت

- ؀�؀ฏ؀ฏ؀�ฏฏฏฏ؀�l؀ฏ؀�ฏฏ�ฏ�؀ฏฏ؀ฏฏ)ฏ�؀ଏฏ��؀؀ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏ��ฏฏฏ��ฏ)؀ฏฏ؀�؀ฏ�ฏ�ฏฏ؀�ฏ�ฏฏฏଏ؀�؀؀؀ฏ�ฏฏฏଏ�؀69��

 
68 Yan Claeyssen, Anthony Deydier, Yves Riquet, le marketing direct multi canal : prospecter fidéliser et conquérir 

le client, édition Dunod, France, 2004, p p, 148-149. 

69Lendrevie Jacques et autres, op.cit, p 932. 
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- �ฏ�ฏ؀؀ฏฏฏฏ؀�؀؀ฏฏฏฏ؀�ฏฏ����؀؀�؀ฏ�ฏ�ฏฏฏฏ؀ �ฏ؀ฏ�؀؀؀ฏ�ฏ�؀؀ฏฏฏ��؀ฏ؀�ฏ)�ฏฏ�ฏ�ฏฏฏฏ�؀ฏฏଏฏ�؀؀ฏ�ฏฏฏ��؀؀�؀)ฏ��؀

��؀ฏฏଏฏฏ؀�؀ฏ�ฏฏ؀ฏ�ฏฏฏฏ؀��ฏฏฏฏ؀�ฏฏฏฏ�ฏฏ�ฏฏฏଏฏ�؀ฏ�؀ฏ�ฏฏฏฏ��

- ��؀؀ฏ�؀ฏ�؀؀ଏ؀ฏ�؀ฏฏฏฏฏ5�؀ฏฏ�؀ฏฏ�ฏฏ�ฏฏ؀�ฏฏฏฏฏฏ�؀ฏฏฏฏ؀�؀ฏ؀�ฏฏฏฏ�ฏฏฏ��؀ଏฏฏ�؀؀؀�ฏ)؀ฏฏ؀�ฏฏฏ�؀؀ฏฏ�ฏฏฏ؀�؀؀ฏฏฏฏ؀

��؀ฏฏฏฏ�ฏฏ��

  :  ؀ฏฏฏ؀=  ) ث

- �؀ �ฏฏฏ �؀ฏฏ �؀ฏ �؀ฏฏฏฏ �؀�ฏฏฏ �ฏฏ �؀؀)ฏฏ؀ �؀ฏฏฏ�؀�؀ฏฏฏฏ؀ �ฏฏฏฏ �ฏ�؀؀ฏฏ؀ �؀ฏ �؀�؀ฏฏ��؀؀ฏฏ �ฏฏฏ؀ �؀؀؀ฏฏ �ฏ؀ฏฏ؀ �؀

�؀ฏ5ฏฏ�؀ฏ؀ف�ฏฏ؀��ฏ؀ଏฏฏฏฏฏฏฏ؀�ฏฏ�ฏฏฏ؀؀�ฏฏฏฏ�؀ฏฏฏ؀��ฏฏฏฏฏฏ؀�ฏฏฏ؀�؀ฏฏ؀ฏฏฏ5�؀ฏฏฏ؀�؀ฏฏ�؀ฏ�؀�

- ��؀ฏฏ؀ฏ�k؀ฏฏฏ؀�؀؀ฏ�؀؀؀ฏ�ฏฏ؀�ฏ�؀ฏ�ฏ5ฏ��ฏ�ฏ�؀؀ฏฏ��؀ฏ؀�ฏ�ฏ�ฏฏฏฏฏ_؀�ฏฏฏฏ�ฏฏฏ؀ฏฏ؀�ฏฏฏฏฏ�؀ฏฏฏ�؀ฏ�؀ฏฏ_؀ฏ؀�k؀ฏฏ

ฏฏฏ_؀�ฏฏฏฏ�ฏฏฏ؀ฏฏ؀�؀؀ฏฏ�؀ଏฏ5�ฏ�ฏ�ฏฏ�؀؀ฏฏ�؀؀�7ฏฏ�؀ฏ؀ฏฏฏ؀�ฏฏ�k؀�ฏ�ฏ؀؀ฏฏ؀�؀؀ଏฏฏฏ؀�؀ฏ5ฏฏฏฏฏ؀�ฏฏ�ฏฏ���

- ��؀؀ฏ� �¯ฏฏฏฏ؀ �؀ฏฏ �ฏଏฏฏฏ�؀ฏฏ�ฏฏฏฏฏฏ5؀�¯ฏฏฏ �ฏฏ؀ �؀ฏ؀ฏฏ �ฏ�ฏ؀؀ฏ�ฏ�ฏฏฏ5 �؀؀ฏฏฏ �ฏฏฏ) �k؀ฏฏฏ؀ �؀؀ฏ�ฏฏ�؀ଏ؀؀ฏฏฏฏ؀ �؀؀

؀_�؀؀ฏ؀�؀�ฏฏฏ؀ฏฏ؀�؀ଏฏ�ฏฏ�؀ฏ؀ฏ؀؀�75؀؀؀ฏ؀�ฏ�؀ฏฏ�k؀؀؀ฏฏ؀ف�؀ฏ�؀ଏฏ5�ฏ�؀؀ฏ�ฏฏฏฏฏฏฏ�70��

- ฏฏ�؀ฏฏ_؀ฏฏ�ฏฏฏฏฏฏ؀�k؀؀؀ฏฏ؀ف�؀ฏ�ฏฏฏฏଏ���71�

� �؀ฏ)�؀ฏฏ_؀ฏ؀�؀ฏ؀ฏ�ฏฏฏ؀����

� ฏฏฏ؀ฏฏ؀�؀؀؀ฏฏ�؀؀ฏ�؀ฏ؀ฏ؀����

� �؀ଏ؀ฏ�؀ฏ�ฏฏ�ฏ)5�؀ฏฏ_؀ฏ؀�ฏฏ؀ฏฏ�ฏฏฏ�ฏฏฏฏ؀����

� ��؀ฏฏฏ�ฏฏ؀�؀؀ฏฏฏ�؀�ฏ؀ฏ����

 
70 Philip Kotler et autres, op.cit, p 187. 

71Lendrevie Jacques et autres, op.cit, p 934. 
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- ؀ฏฏฏฏ�؀�ฏฏฏฏ�؀ฏฏ�؀؀؀7ฏฏ�ฏ�ฏฏ�؀؀ฏฏฏ؀�؀ฏฏฏฏฏฏฏ��ฏ��k؀ฏ؀�؀ฏฏฏ؀�؀ฏฏ؀؀�ฏฏฏ�؀؀ฏฏฏع�؀ฏ؀؀ฏي�؀ฏ�.��ฏฏ�؀

��ฏฏฏ�ฏ�ฏฏฏฏي�؀ฏ�؀ଏฏฏฏ��؀�؀ฏฏ�ฏ�؀؀ฏ�ฏฏฏฏฏ؀�ฏฏ؀؀�؀ଏฏฏฏฏฏଏฏฏ�ฏฏฏ�؀��؀ଏฏฏฏ؀�ฏଏฏฏฏ؀��؀ฏฏฏฏ؀�ฏ10��؀؀؀ଏ��ฏଏฏฏฏ؀؀�؀

�؀ฏฏ؀20���.؀؀؀ଏ��

  : ฏ5ฏฏ؀   ) ج

- ��؀؀؀؀؀�؀ฏ�؀؀ฏ�؀؀ฏ��؀ฏฏ؀ฏ؀��ฏ�؀؀ฏฏي�؀ฏ�؀؀)ฏฏ؀�.ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏฏ�؀؀؀ฏฏ)�؀ଏฏฏฏฏฏ؀�؀ฏฏฏฏ؀�ฏ)؀ฏฏฏ�؀ฏ؀ฏଏ�ฏฏฏ

ฏฏ؀�؀ฏฏฏฏ؀ฏฏฏฏ؀�ฏ�ฏ؀ฏي�؀ฏฏ�؀ฏฏ؀�k؀�؀ฏ�l؀ฏ؀�؀ฏ؀�؀�.��

- ��؀)ฏ�؀ฏଏ�ฏฏ�ฏ؀5ฏฏฏฏ�؀ฏฏي�ฏ؀؀ฏ؀���ฏ�ฏฏฏฏฏฏ�؀؀؀ฏ�ฏ�ฏฏฏ�ฏฏฏ�؀ฏฏ�؀؀��؀؀ฏ)ฏฏ؀�؀ฏฏฏ؀�؀�؀ฏฏ�؀؀ฏฏ5�ฏฏฏฏฏฏ؀�؀ฏଏ�؀

�ฏฏฏ؀ �ฏฏฏฏع� �.؀؀ฏ؀�ฏ5ฏ؀ฏ�ฏ�؀ฏي�؀ฏ�؀؀ฏ�؀ฏ؀��؀ฏฏฏ�؀ฏฏ؀؀�؀)ฏ��؀؀؀؀ฏ5ฏฏ؀ �؀ฏฏ؀�؀ฏ؀ �ฏฏฏ�؀؀ฏ)ฏฏ؀ ฏ؀خ)���؀ �؀

�.ฏฏฏฏ؀ฏฏฏ5��

 :  ؀ฏ('ฏฏ؀ ฏ5ฏฏฏฏฏฏ؀  ) ح

- ฏ�ฏଏฏ؀؀ฏฏ؀�kฏ�ฏ�ฏฏฏฏฏฏ؀�؀ฏ)5ฏฏ؀�؀ฏ�ฏฏฏ�ฏ����ฏ؀ฏฏ؀�ฏଏฏฏฏ�ฏฏฏ؀�.؀ฏฏฏฏ؀�؀ฏ؀ฏ�ฏ�؀ฏي��؀؀؀؀؀ฏฏ�؀�ฏ�ฏฏ؀�؀ฏฏฏ؀

؀ฏฏ���؀ฏ�؀ฏฏฏฏ؀؀�؀؀ฏฏฏع�؀؀�؀�ฏฏ�؀...؀ଏฏฏฏฏฏ؀�؀ฏฏฏฏ؀؀�؀(��ฏฏฏฏฏ؀�ฏฏฏฏฏฏฏ�ฏฏฏ�ฏ)5ฏ�ฏ)��؀ฏฏي�ฏฏฏฏฏ5؀�؀

�ฏ)5ฏฏ؀� �ฏฏ؀ฏ�ฏฏฏ5 ��ฏฏฏଏ �؀ฏฏع؀ฏ؀؀ฏ؀ ฏي� �.ฏ�ฏฏฏ5 �(؀؀ฏฏ؀ �ฏฏଏฏฏ �؀ฏ)5ฏ�ฏฏฏ�ฏ؀؀ฏฏ �؀؀ฏฏ �؀؀ �ฏฏฏฏ؀�؀ฏ�؀����؀ฏ

�.؀ฏ)ฏ�ฏ)ي�ฏ�؀ฏ؀؀ฏฏ؀��

  :  ؀؀؀ฏ؀ ฏ�؀ฏฏ  ) خ

- ��ฏฏฏ �ฏฏฏฏ�؀ฏฏฏ؀�؀ฏฏ�؀ฏي�ฏ؀ฏฏฏ؀�؀ฏฏฏฏ؀�؀؀ฏ�؀؀ฏ��.؀ଏฏฏฏฏฏฏฏ؀�؀ଏฏع�ฏฏฏ�؀ฏ؀�؀؀؀ฏฏ؀�ฏฏ؀�؀ฏฏฏฏ؀�؀؀ฏ؀

�.ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏع�؀ฏ�ฏฏฏ؀؀؀��

- ��؀ฏฏ�؀ฏ�؀؀ฏ��؀؀�؀(�؀؀)ฏ�؀ฏฏฏฏ؀ �؀ฏ5ฏฏ �ฏฏฏฏฏ؀ �؀؀؀ฏฏ؀��؀)ฏ��؀ฏฏ؀�.7ฏฏ�؀؀ฏ؀ฏ؀ ���؀؀�؀ฏ�؀��؀؀�ฏ ؀ฏ�؀

�.ฏฏฏ؀�ฏ)ฏ5�ฏฏฏฏฏ؀�؀ଏฏฏฏฏฏฏฏ؀�؀ฏฏฏ؀ฏ�ฏฏฏฏฏฏฏع��ฏฏฏฏ�ฏฏ؀ฏฏฏ�؀؀ฏฏ��
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- ��ฏฏฏฏ �ฏฏ؀ฏฏ �ฏฏ �؀؀ฏMichel� et� Augustin���؀ �؀؀ฏ �ฏฏฏ؀؀ฏ؀ �ฏฏฏ �؀ฏฏ �؀ฏ �ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏ �؀ฏฏฏ؀ ฏي� �؀؀ฏ؀

�؀ଏଏฏ؀ฏฏฏي؀ฏฏ؀�؀ଏฏ�؀ฏ�ฏي�ฏ�؀ฏฏฏฏฏฏ؀�؀؀؀ฏ؀�ฏ)؀ฏฏ؀�؀�ฏ؀�؀ฏฏฏฏ؀�7ฏฏ�ฏฏฏฏฏฏ�ฏฏ؀ฏ�.�.��

؀   ) ؀ฏฏ5ฏฏฏ؀ ฏฏฏฏฏ؀ :  

- ��ฏฏฏฏ؀ฏ؀ ฏي� �؀ଏฏฏฏฏฏฏฏ؀ �؀ฏ5 �؀؀ฏฏ� ؀؀ฏฏ؀�ฏي.� �؀ฏฏฏ؀ �؀؀؀ฏฏฏ؀ ฏي� �؀ฏฏฏฏ5 �¦ฏฏฏฏฏ؀ �؀؀؀ �l؀ฏ؀ �ฏฏฏฏฏ

�.؀ฏฏฏ؀�؀؀ฏฏ�7ฏฏ�ฏ�؀ฏ5ฏฏ؀��

- ฏ5ฏ�ฏฏฏฏ�؀ฏฏ�ฏฏ�؀�؀ฏฏ؀�ฏฏ؀؀ฏ�ฏฏ؀�؀ฏฏฏฏ�؀؀ฏฏฏ�؀�ฏฏฏ�؀ฏ�؀؀؀ฏ�ฏฏ؀�؀ฏ5؀ع�؀ฏฏ5�.؀ฏฏฏฏ�ฏ)�؀؀�؀��؀ฏଏ�؀

��ฏ؀��ฏ�ฏ؀ฏ�؀ฏฏ؀ฏฏฏ؀�؀؀ฏฏ؀؀ฏ�.ع�ฏฏฏฏ؀؀ฏ��؀؀�؀؀ฏฏ5��؀�؀ฏ؀�ฏฏฏ�7�ฏ5�؀ฏฏ؀�؀����ฏฏ؀�؀؀ฏ؀ฏ؀�ฏଏฏฏฏฏ�ฏଏฏฏฏ؀

ฏ5ฏฏฏฏ�؀ฏฏ؀ �؀ฏฏ؀ �؀؀)� �؀؀ �؀)ฏ� �.؀ฏฏฏฏ؀ �ฏ؀ฏฏ5ع�ฏ؀ฏฏ؀ �؀ଏ؀ฏฏ �؀ฏଏ �؀ฏฏฏฏฏ؀ �ฏ؀ฏ ฏي� �.؀ฏฏฏฏ؀ ฏي� �؀ ؀؀ଏฏฏ��؀

���ฏฏ؀�ฏฏ؀�؀؀ฏ؀ฏ؀ع.�ฏ�؀ฏ؀ฏ؀�ฏฏฏ؀5ي��؀؀ฏ؀؀ฏฏฏฏ؀�؀�؀ฏฏ؀�؀�؀ฏฏ�؀ฏฏฏ��؀؀�؀)ฏ���

- )؀ฏฏ�؀؀ฏฏฏฏ�؀ฏ�؀ฏ؀�ฏMellowYellow��ฏฏ�؀؀ฏฏي�ฏฏ؀�؀؀ฏ؀ฏฏฏ؀�ฏฏฏ؀�؀ฏฏฏฏฏي�؀ฏ�ฏฏฏฏฏฏ��ฏ�ฏฏฏฏ؀�ฏ؀ฏ�؀��

  : ؀ଏ؀ฏฏ ฏฏฏฏฏฏ   ) ذ

- ��؀)ฏي��ฏฏฏฏฏฏ؀�؀ଏ؀ฏฏฏ؀�؀�؀ฏฏ�؀ฏฏ�؀�ฏฏฏฏฏฏ�؀؀؀ฏ�؀؀ฏฏ؀�؀ฏ؀ฏฏ�؀؀�ฏฏฏฏฏ�ฏ�ฏฏฏฏฏ؀�؀؀؀ฏ�؀ฏ؀ฏฏ�؀ฏฏฏฏฏع��ฏฏ�ฏฏ؀ฏฏ

�¦ฏฏฏฏฏع�؀ฏ�ฏฏฏฏฏฏฏ؀�؀ฏ�؀؀ଏฏ��؀؀���ฏฏฏ.؀ฏฏฏฏ5��

� ��ฏ؀ฏ�؀؀�؀ฏฏฏ�؀ฏ؀��؀ฏฏฏ؀�؀�؀؀؀ฏ�؀ฏ�ฏฏ؀ฏฏฏ؀�ฏฏ5ฏ؀�؀ฏฏฏฏฏฏ؀�؀ฏ�k؀ฏฏ�ฏฏ؀����7لاฏ؀ฏฏฏ؀�ฏฏ�؀؀ฏฏฏฏ3��

��؀ฏฏฏ�ฏ �؀؀ฏฏฏ �ฏฏ �ฏฏฏฏฏฏ �ฏฏ؀؀ฏฏฏ؀ �؀�؀ฏ �؀ଏฏ؀ฏ �؀؀ ��؀ฏฏ؀CRM����ฏ؀ฏ �؀؀؀ฏ �؀؀ฏฏ؀ �؀؀ฏ� �؀5 �ฏฏฏฏฏ؀

�؀ฏ�ฏฏ؀�ฏฏ�؀�؀؀؀ฏฏ؀3����؀ฏଏฏฏฏ�؀ฏ؀ଏ�؀؀�؀)ฏ��ฏଏฏฏ5�؀ฏฏ؀��

-���ฏ�ฏฏฏ؀�ฏฏ؀؀ฏฏ�؀ฏฏ�ฏฏ�؀ฏฏฏ؀�ฏฏฏฏฏฏ5؀�ฏ�ฏ؀�؀ฏฏฏ��؀ฏ�ฏฏ5�ฏଏฏฏฏ؀�؀ଏ)؀ฏฏ�؀؀ฏฏ�؀ฏ؀ฏ�

�
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�:��ฏ5ฏฏ؀�؀ฏ'�ฏฏ�؀ฏฏ؀ฏ  )ر

- ��؀؀ �ฏฏ؀ଏฏ؀ �؀ฏฏฏฏฏฏ؀ �؀؀؀ฏฏ؀؀ � �؀ଏ)؀ฏฏ؀ �ฏฏฏ�ฏฏฏ) �؀ฏฏ؀ฏฏ؀ �؀ฏ �ฏฏ؀ฏฏฏ �ฏฏฏฏฏฏฏฏฏ �ฏฏฏ�ฏ �؀ฏ5 �ฏฏฏ؀ฏฏ؀ �؀؀ฏฏ

��ฏ؀ฏ�؀؀�ฏฏฏฏฏ؀�ฏฏฏฏ؀�ฏฏ�ฏฏฏฏ�؀ฏ�؀ฏ5ฏ؀�ฏ�ฏฏ؀�؀ฏ5�ฏฏ�؀ฏฏ؀ฏ��ฏฏฏ؀؀ฏ�؀ฏฏฏ�ฏฏฏ؀ฏฏ؀_؀�؀؀�؀؀ฏฏ�؀ฏ؀ฏ�؀ฏฏ؀ฏฏ؀

��؀ฏ؀ฏ؀ �ฏ�؀ฏฏ �ฏฏ؀ �k؀؀ଏ �ฏฏฏ ؀_�؀؀ฏ؀ �ฏฏ؀ �؀�؀ฏฏ �ฏฏฏฏฏฏ5؀ �؀؀؀ฏฏ؀؀ �ฏ�ฏฏ؀ �ฏฏฏ �7ฏฏ �؀؀ฏฏฏฏ �؀ฏ�ฏ �ฏฏฏ؀ �؀

؀ଏฏฏฏ.؀_�؀؀ฏ؀�؀�ฏฏฏ؀ฏฏ؀72.��

7.2-��؀ฏฏ؀ฏ؀�؀ଏฏ؀؀ฏ��:��

-��¦ฏฏฏฏฏ؀ �k؀؀ଏ��ฏฏฏฏ؀ �ฏ�ฏ_؀�؀ଏฏฏฏ�ฏฏ؀ �؀ฏฏฏฏฏ5��ฏฏ؀�؀؀؀ฏ�؀)ฏฏ�؀ଏฏ�؀؀ฏ�؀؀�؀ฏฏ؀ฏฏฏ��؀؀(�؀؀ �؀ฏଏ�؀ฏฏ؀�؀

��؀ฏฏ5 �ฏฏ؀؀ฏฏฏ؀� �ฏ�؀؀ฏฏ؀ �¯ฏฏฏ �ฏฏฏฏ �ฏฏ �ฏฏ؀؀ฏฏฏ؀ �؀ଏฏ؀؀ฏฏ؀ �؀ଏฏ �؀ฏ �؀ �؀ฏฏ؀ฏ؀ �؀�ฏฏ �ฏଏ) �؀؀؀.؀ฏฏฏฏ؀NPS��(��؀

��ฏฏ؀ฏ؀�؀ฏ�ฏฏฏ؀؀(�.��

؀؀ฏ�؀ฏ�؀ฏฏฏฏ؀��NPS���؀ฏฏ�ฏฏ�ฏ؀:  )أ �؀ฏ؀ฏ�؀ฏ؀ฏ�؀ฏ�ฏ�؀؀ฏฏ؀ �¯ฏฏฏ �ฏฏฏฏ2003����؀�؀ฏ�؀ฏฏฏฏฏฏ؀ �ฏฏฏ �؀ฏ

��ฏ)؀ฏ�؀ฏ�؀ฏ؀ฏ�؀؀Bain&Company����ฏ)؀ฏ�ฏฏ�؀؀ฏฏฏฏฏ5Satmetrix��ฏฏฏฏฏ�ฏฏ؀؀�؀ଏ؀ฏฏ�؀ฏ�؀؀ฏฏ؀�؀ฏ)�.

�.ฏฏฏฏฏฏฏ؀�؀ฏฏฏฏฏฏ؀�؀ଏฏ�؀؀�؀ฏ؀ฏ؀�؀؀؀ฏ5�ฏฏฏฏ؀ฏฏฏ�؀)ฏ��؀ฏฏฏฏ؀�ฏฏ؀ฏ�؀ଏฏฏฏฏ؀�ฏฏฏฏ؀�

�؀ฏฏฏฏNPS����.؀ฏฏ؀ฏ؀�؀؀�؀؀ฏฏฏ؀�؀؀�؀ฏฏ؀ฏฏฏ�ฏฏଏฏฏ�ฏฏ؀ฏ�؀؀�ฏฏฏฏ�؀؀�ฏ)؀ฏ5�ฏฏฏฏฏฏฏ؀�ฏ5�ฏฏ؀ଏ�k؀ฏ؀�l؀ฏฏ؀�ฏฏ؀

��ฏ_؀ฏฏฏ؀�ฏ؀ฏ�ฏ)؀ฏฏฏฏ�؀؀؀ฏฏฏ؀�ฏฏฏ�؀ฏฏฏ�؀�ฏฏଏฏฏ�ฏ)؀ฏ�ฏฏ�ฏฏฏฏฏฏ؀�؀؀�ฏฏฏฏ�؀؀؀ฏฏฏฏ5�ฏฏฏฏฏฏ�؀ฏ)�؀؀؀��ฏ؀�ฏ5�؀؀)ฏฏ؀

�.؀�؀ฏฏ؀�ฏฏ�

ฏฏฏ؀�؀؀؀ฏฏ؀�ฏฏฏฏฏฏฏ؀�ฏฏฏ�؀؀؀؀��؀�؀؀ฏฏฏ�ฏ)ฏ5��ฏฏ�

�ฏฏฏฏฏ؀���ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀���ฏ)؀ฏฏ؀�ฏฏ؀ฏ�؀؀�ฏ�ฏฏฏฏฏ؀�l؀ฏ�ฏฏX��؀ฏฏฏฏฏฏ؀�؀ฏ�؀؀ฏ���ฏଏฏ؀����ଏ؀ฏฏ�

 
72 Jean Marc Lehu, op.cit, p p, 330-331. 
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��؀ฏ�؀؀)ฏ�ฏଏฏฏฏ�؀ฏ�ฏฏ�ฏฏฏ�؀ฏฏฏ�ฏ �؀ฏ�؀؀ฏ5ฏ�؀؀؀؀ฏ؀11����؀ฏ�؀؀؀؀ฏฏ�؀�ฏ؀ฏฏ0����ฏฏ؀ ��؀ ؀؀ฏ�؀ฏ5ฏฏฏ�10����ฏฏ؀ฏ�

���؀ ؀؀ฏ�

�؀ฏ�ฏฏฏ�Net�Promoter�Score���؀ฏฏฏฏฏ�ฏฏ؀؀ฏ�ฏ؀ฏฏ؀�؀ฏฏฏ�؀ฏฏ�ฏฏ؀�؀ฏฏฏฏ�ฏଏฏฏฏฏ�

�ฏฏ؀؀�؀؀؀ฏ؀�؀ଏ؀ฏ؀�؀؀ฏଏฏฏฏฏฏ؀���؀ଏฏ؀؀ฏฏ؀��9���؀؀10�

�ฏฏ؀؀�؀ଏฏଏฏฏฏฏฏ؀�ฏฏฏ���ฏ�ฏฏฏ��7��؀؀8�

�؀ฏ�؀ฏฏ؀؀�؀ଏฏଏฏฏฏฏฏ؀�ฏฏฏ���؀؀؀ฏฏฏฏฏ؀��0���ฏฏ؀6�

��ฏ�؀ฏฏฏ؀ �ฏ5ฏฏฏ؀ �؀؀؀؀ �؀ଏฏ؀؀ฏฏฏ �ฏ�؀ฏฏฏ؀ �ฏ5ฏฏฏ؀ �؀ฏฏ5 �؀؀؀ฏฏ؀ �¯ฏฏฏ �ฏฏฏฏ �؀ฏฏฏ �؀ฏଏ��؀ฏ �؀ଏฏฏฏฏ؀ �؀ฏଏ �ฏ ��؀ଏ؀ฏฏฏฏฏฏ

NPS��؀ଏฏ�؀؀؀؀ฏଏ��ฏ؀ฏ�؀ฏ�؀(؀ฏฏ؀�؀�ฏ�؀ฏฏ�ฏ5ฏฏ)-100�+�؀100���

��؀�؀ฏ�؀ฏ)�؀؀؀��؀ฏฏฏฏ؀�ฏଏฏฏ�ฏฏฏ25��؀�؀ଏฏ؀؀ฏฏ؀�؀ฏ�؀55��؀�؀ଏଏฏฏฏ�؀20��؀؀ฏฏฏฏ�؀�؀ଏ؀ฏฏฏฏ�؀NPS�+5��؀ฏ؀ฏ��

����ฏฏฏฏฏ؀�؀؀؀ฏฏฏ�ฏ�ฏฏฏଏฏ؀�ฏฏଏฏฏฏ؀0��؀ଏฏฏ؀�؀ฏฏฏฏ؀�ฏฏ؀�ฏฏฏ�؀ฏ؀ฏ)��73��

��:��ฏฏ؀ฏ؀�؀ฏ5ฏฏฏ؀  )�أ

- ��؀؀؀�؀)ฏ�NPS��ฏ��؀ฏฏ؀�ฏฏ؀�؀ฏ�ฏฏฏ؀�ฏฏ�l؀ฏ؀�ฏฏฏฏ؀�؀ଏฏ�؀ฏ؀لو؀قع�ฏ���؀ฏฏฏ؀ل�ฏฏ؀�؀ฏฏ�؀ฏ�؀ฏ��؀ฏฏ؀�؀لو

��؀ฏ �؀ฏฏฏو؀ل �؀ฏฏฏฏฏ؀ل �؀ฏฏوقฏ �؀ฏฏ5 �؀ฏฏ؀ ��ฏฏฏଏฏฏ�؀ل؀؀ �ฏ؀ฏฏ ��ฏ�ฏฏ�ฏ)ฏ5 �ฏฏฏଏฏฏฏ��؀ଏฏฏฏ؀ل �؀ฏฏฏฏ �؀ฏ؀ฏ �؀

�ฏ)؀ฏ؀ل�ฏ�ฏଏฏ؀؀ฏฏ؀�ฏ�ฏฏฏฏ�ฏฏฏฏ�؀وฏฏ؀�ฏولฏฏ5�؀ฏฏو���؀؀-�؀؀؀ل؀�؀؀ฏو؀�؀؀ฏ�ฏฏق�

- �ฏ)�؀ฏฏ�؀؀؀ฏ؀ل �ฏฏฏ�؀ฏฏ�ฏฏฏ�؀لฏฏฏฏ�؀؀ฏฏق�ฏฏฏ�ฏฏฏ؀ل�ฏฏ�ฏฏฏฏฏฏ؀�؀لฏ؀لو ฏ���ฏฏฏ��؀؀؀ଏ(؀؀�؀؀ฏฏฏฏ�؀؀�؀و�؀؀

ฏ�؀ฏฏฏ؀�؀لฏฏฏฏ؀�؀لฏ5��؀؀ฏฏ؀و��؀؀ฏ؀�؀ଏฏع�ฏฏ؀ل�ฏฏ�؀؀؀ฏฏ�ฏ�؀Fnac��k؀ฏฏ�؀وฏو�ฏقฏ؀5��؀�؀ฏ�؀ฏฏ؀�؀ฏ5؀�؀ل

ฏ�ฏฏฏلฏ5�؀ଏ)؀ฏฏل�ฏฏ؀وฏฏ؀�؀لฏ�؀ฏ؀ل؀�ฏฏฏ��75ฏ؀ฏ�ฏฏ�؀وฏ�؀ฏ��؀ع�؀ฏฏฏ؀ฏع�؀ل�ฏฏฏ��ฏฏฏଏ�؀ฏع��؀�؀؀لو�ฏฏ�؀؀�ฏ؀�؀

 
73Jean Marc Lehu,Ibid, p340. 
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��؀؀ฏฏฏฏ؀�ฏฏฏ؀��ଏฏฏฏ�؀ฏ؀ฏ؀�؀ฏฏฏฏฏฏ�ฏฏ�ฏฏฏ�ଏฏฏ�؀ฏ�ฏ�ฏଏ��ฏ5ฏฏฏฏ�؀؀؀؀ฏฏฏ5�؀؀ฏฏ�؀ฏ�ฏฏฏ؀(؀�؀؀؀ฏฏ؀�ฏฏฏฏ؀ฏ؀

�ฏฏฏฏ�

 :��(CRM)�؀؀2؀ฏ؀�ฏฏฏฏ�؀؀؀؀؀  )�ب

- �  ؀ฏฏฏฏ؀  ؀ฏฏฏฏ  ؀؀؀؀؀CRM ؀ฏฏฏฏ؀؀  ؀ฏฏฏฏ؀  ฏฏ  ฏฏฏฏฏฏฏฏ؀  ؀ฏ)؀ฏ  ؀ฏฏฏฏ  ฏ�ฏฏ  ؀؀؀؀ฏ  ฏ�ฏฏฏ  ฏฏ  �

  ؀ฏ؀ฏ ؀ฏฏฏ� �؀ฏฏฏ ฏ�ฏฏฏฏ ฏ�؀ฏฏฏฏ؀ ؀ฏฏฏฏฏ؀ ؀ଏฏฏฏ �7�ฏ5 ؀؀ฏฏ�؀ ؀ଏฏฏฏฏฏฏ؀CRM    ฏฏฏ ؀ฏฏ5ฏ؀ ฏฏฏ ؀ฏ)؀ฏฏ؀

 �ฏ�ฏ_؀ฏ؀ ؀ଏฏฏฏ؀ ؀ฏ�ฏฏฏฏ؀ 7�ฏ5ฏ؀ ؀ฏฏฏฏ؀ ฏฏ ؀ฏฏฏ؀74�

-   ؀ฏ؀ଏCRM  ଏฏ�؀  �؀ฏฏฏฏ؀  ؀ฏฏฏฏ  ؀؀؀؀؀�  ฏฏ؀  ฏฏฏ؀  ؀ฏ�ฏฏฏฏ؀؀  ؀؀؀؀ฏ؀؀  ؀ฏ�ฏฏฏฏ؀؀  ؀ฏ�ฏଏฏ؀؀ฏฏฏ؀  ฏ�ฏฏ  ฏฏ؀  ؀

 �؀ฏฏฏฏฏฏ؀ ؀؀ฏฏ ¦ฏฏฏฏฏ؀ ؀؀ฏฏฏฏ؀ ؀�؀؀ฏฏ ؀ฏฏฏ؀ฏฏ؀ ฏฏฏ؀ฏฏฏฏ  

-   ؀؀ฏ�؀  ฏฏ؀  ؀ฏ  ؀؀ฏฏ)؀  ฏฏฏฏ5  ؀ଏฏฏ  ؀ଏฏฏฏฏฏฏฏ؀  ฏฏ  ฏฏฏฏฏฏ؀  ؀؀؀؀ฏ  ؀ฏ  ؀؀؀ฏ  ฏ)  ؀؀  ฏฏฏฏ؀ฏฏ؀  ؀؀ฏ  ؀ฏฏ�

  �ฏ�ฏฏฏฏฏ؀ ؀ฏ_؀ฏ؀ 

- ฏฏฏฏ؀ ؀ฏฏฏ�ฏ ฏฏฏฏ؀ฏฏ؀ ฏฏฏଏ؀  ؀ฏ ؀ฏ�؀؀؀ ؀ฏฏฏ ؀؀؀ฏฏ ؀ฏ  ؀؀ฏଏ ؀CRM    ؀ฏฏฏ؀؀؀ ؀ฏฏ؀ ฏฏฏ ؀ฏ ฏฏฏฏฏ ؀ฏฏ؀ฏฏฏ

 ؀؀؀ฏฏ؀؀ ؀ฏฏ ¯ฏฏฏ؀ ฏฏฏ؀ ฏ�ฏฏฏฏ؀ ؀ฏฏ؀ฏฏฏฏ؀؀ 

-   ؀ฏ ؀ฏฏฏฏ؀؀ ؀ฏฏଏ ฏฏ؀ฏฏCRM  ؀ฏ؀ฏ ฏฏ؀  ؀؀؀ฏฏ ؀؀؀ଏฏ� ؀ฏฏฏฏ  ؀CRM  ؀ฏฏฏ ؀؀؀؀؀  ฏฏ ؀ฏฏฏฏ  ؀؀؀؀  ؀ฏ؀ ؀

  ؀؀؀ ؀؀؀؀؀ฏฏฏ؀ ؀ฏ؀ ؀)ฏ� �؀�؀ฏฏ؀؀ ฏଏ)؀ฏ؀ ฏ�ฏฏฏฏ ؀ ؀؀؀ฏฏ�ฏฏฏ؀؀؀؀ ؀ ؀ ؀؀؀ฏฏฏฏ؀CRM  ฏฏฏฏ؀ ؀ฏฏฏฏ ؀؀؀؀ฏ  ؀ฏฏ ؀

ฏฏฏฏฏฏ5 ฏଏฏฏฏ؀ ؀ฏ�ฏ �؀ ؀؀؀؀ฏฏฏฏ؀ ฏฏ؀ฏ ؀ฏฏฏฏฏ؀ ฏ�ฏฏ؀ฏ؀؀ ؀ฏฏฏฏ؀ ؀؀ฏฏ�ฏฏฏ؀؀ ��؀ฏฏฏ؀ ฏฏฏฏ ฏฏฏ؀ ؀؀ 

-   ฏฏ ؀؀ฏฏฏ�CRM  ฏฏ ؀ଏ)؀ฏฏ؀ ฏฏ  ؀؀؀ฏฏ؀ ฏฏ ؀ฏฏฏ؀ฏ ؀ฏฏฏฏ ฏ-    ฏฏ؀ฏฏ؀ ฏฏ؀ฏฏฏฏ ؀ ؀؀ฏฏฏฏ؀ ؀ฏ؀ ฏฏ ฏฏ5

؀ ؀؀ ؀ฏฏ؀ฏ؀  ؀؀ ؀ଏ؀؀؀ฏฏ-  ؀ฏฏฏ ؀ฏฏ�ฏ ؀؀  ؀؀؀؀ ؀؀؀؀ฏฏฏ؀ ؀ฏ؀ ฏฏ ฏฏ5 ؀ ؀ฏฏฏฏฏฏ5 ؀؀ฏฏ؀؀؀ ؀؀ฏ ؀ฏฏฏ ฏฏฏ  ؀�؀ฏฏ؀ ؀

 �ฏฏฏฏฏ؀؀؀؀ ؀ ฏ�ฏฏฏฏ؀ ؀ฏฏ؀ฏฏ؀ ؀؀ฏ؀ฏ؀ 

 
74Stanely Brown,(2006), « Costmer Relationship Management »,N°1 d’edition,Pearsoneducation,France. 



�������ฏฏฏฏฏ؀�ฏฏฏฏ؀�؀؀2؀ฏ؀�؀ฏฏ؀�
 

 
60 

- �؀ฏ؀ฏ�؀ฏ؀ଏCRM����ฏ�ฏฏฏฏ-��ฏฏฏฏ؀�ฏฏ؀ฏ�؀؀�؀ฏฏ�ฏฏฏ؀�؀ฏ��k؀�؀؀���؀ฏฏฏ؀�؀؀�ฏଏ؀؀ฏฏ؀�؀؀�؀ฏฏฏฏ؀�؀�؀؀ฏ�؀؀�؀

��؀ฏ؀�؀ฏฏฏ؀�؀ฏฏฏ�-����؀؀؀؀�؀ฏ�ฏ�ฏฏ��؀ฏฏฏฏ؀�؀؀ฏฏ�ฏฏฏ؀�ฏ�ฏ؀ฏฏฏ؀�؀ฏฏฏฏฏ؀؀�؀ฏฏฏฏฏฏ؀�؀؀؀؀ฏ�ฏฏฏ؀�ฏฏ�؀؀CRM��

ଏฏฏฏฏ5 �ฏฏฏฏฏ؀ �؀ฏฏฏฏ؀ �؀ฏฏ؀ฏฏฏ �؀�؀ฏฏ��؀؀؀؀ ؀؀؀ �؀ฏฏ؀ฏฏ؀ �؀ฏ)ฏฏ�ฏଏฏฏฏ؀ �؀؀ฏฏ�ฏฏฏ؀ �؀؀ฏ�؀ଏ؀ฏฏ؀ �؀ฏฏ؀ฏฏ؀؀ �ฏ

�؀ฏฏฏ؀�؀ฏฏฏฏ؀ฏ�ฏ��؀ฏ؀؀�k؀(؀ฏ�ฏฏ؀ฏ�ฏฏ�؀ฏ؀�ฏ)����؀-�؀ฏฏ�kฏ�؀ฏฏฏฏ؀�ฏฏ�ฏฏฏฏฏ�ฏ)�؀؀ฏ�؀ฏฏ؀ฏฏฏ�ฏฏฏฏ ؀؀؀

��ฏฏଏฏ؀�؀ฏฏฏ��؀ฏ�؀ฏ)؀ฏ�ฏฏ�

- ฏ؀ �ฏฏฏ5�؀ฏฏฏ�ฏฏ؀ �ฏฏ؀ �؀؀ฏ؀ฏ؀ �ฏฏ؀ฏฏ؀ �ฏ�؀؀��ฏฏ �؀ฏฏ �kฏ �؀)ฏ� ��ฏฏฏ؀ �ฏ�ฏฏฏฏฏ؀ �؀؀ฏ�؀؀ �؀؀ฏฏฏฏ؀ �ฏ5ฏ؀ �؀

��؀ฏ)؀ฏ؀ฏฏฏฏ؀ �ฏฏ�ฏฏ؀؀ฏฏ؀ �؀ฏ �ฏଏ)�ฏฏ؀ฏฏ؀ �ฏฏ؀�؀�؀؀�؀�ฏ؀؀ฏฏ؀ �k؀ฏ�ฏ؀ฏฏ؀�ฏฏ؀�؀؀ଏฏฏ؀�؀؀؀ฏฏ؀ �؀ฏ��؀ฏ؀�؀ଏฏ؀�؀

��؀ฏฏฏ��؀؀�؀)ฏ���؀ଏฏฏฏ؀CRM����؀ฏ�؀ฏ)؀ฏฏ؀؀ฏฏฏฏ؀�؀ฏฏ�ฏฏ؀�ฏฏ�؀ฏฏฏฏ؀�ฏ�ฏฏฏ5�؀ ؀؀ଏฏฏ��؀؀�؀(�؀؀)ฏ�؀�؀��ฏ)

�؀؀ଏฏฏฏ؀�ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏ�؀ฏฏ��ฏฏ؀�؀؀؀؀ฏ5�؀�؀ฏฏฏ5�؀ฏ�ฏฏฏ�؀؀؀�؀ฏฏଏ؀�ฏฏ؀�ฏ؀5ฏฏฏ�؀؀ฏฏ؀�؀ฏฏฏฏ�؀ଏฏ�؀�

�:����؀ฏ؀؀ฏCRM  )�ح

- ��؀؀؀؀؀�؀ฏฏฏฏ؀ �؀ฏฏฏฏ �؀؀؀؀؀ ��؀ฏฏ �ฏ�؀؀ฏ �ฏฏฏฏ �؀ฏଏ؀ฏฏฏฏ)؀ �؀ฏฏ� �ฏଏฏฏ �ฏ) �ฏฏฏ �؀؀ฏ �؀؀؀ฏ �؀ฏฏฏฏ؀ �؀ฏฏฏฏ

��ฏฏଏ�ฏฏ�؀ฏฏฏฏฏ�؀ฏ؀ฏฏ�ฏฏ؀ฏฏ؀�؀ฏฏฏ�ฏฏฏฏฏฏ؀�

�ฏ؀��؀���؀ฏଏฏฏ�؀؀ฏฏฏ؀�؀ฏฏ؀ฏฏ�

��؀ฏฏฏฏฏ�؀ฏ؀���

��؀ฏฏฏฏฏฏฏฏ؀؀�؀ฏฏฏฏฏ؀؀�؀ฏฏฏฏฏ�ฏฏฏ5�؀ฏฏฏ�؀ฏ؀���

�ฏ؀�؀ฏ؀�ฏฏ�؀ฏฏฏฏฏฏฏฏ؀؀�؀ฏฏ؀ฏฏ؀�؀�؀ฏฏ�����ฏ�ฏ؀�ฏฏฏฏ�

��؀ฏฏฏฏฏ؀�؀؀ฏฏ�؀ฏ؀���

- ��ฏฏଏ�ฏฏ5�؀ฏ�؀ฏฏฏฏ؀�؀ฏฏ�؀ฏ�؀ฏ)؀ฏ�ฏ ؀ฏ�؀�؀ฏฏฏฏ؀�؀ฏฏฏฏ�؀؀؀؀؀�؀ଏฏฏฏ�

؀ฏฏฏฏ�ฏฏ؀�ฏฏฏฏ�ฏฏ؀ฏฏฏ�؀ฏฏฏฏฏ؀�؀ฏฏ؀ฏ�؀�؀؀ฏ����؀��؀؀؀ฏฏฏ؀�؀ฏฏฏฏ؀�؀ฏฏฏ�ฏฏ؀�



�������ฏฏฏฏฏ؀�ฏฏฏฏ؀�؀؀2؀ฏ؀�؀ฏฏ؀�
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ฏ�ฏ_؀�؀ฏฏฏ؀�؀ฏฏ���؀ฏฏฏ؀�؀�؀ฏฏ������ฏ�ฏฏฏฏฏ؀�؀ฏฏ_؀؀�؀ଏฏฏฏฏ�؀ฏฏฏฏ؀�

��؀ฏ�؀؀ฏฏฏฏ؀�؀ଏฏฏฏ��ฏฏ؀�؀ฏฏ�؀ฏฏฏฏ؀�ฏฏ؀�؀ฏฏ؀ฏฏ؀؀�؀ฏ؀ฏ؀�؀�؀ฏฏ�؀ฏฏฏฏ؀؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏ�؀ฏ��؀ฏ؀ฏ�؀�

���؀ฏฏฏฏ؀�ฏଏฏฏ�ฏฏฏ�

��؀؀؀ฏ؀ฏฏ؀�؀ฏฏฏ�ฏฏ؀�ฏฏฏ�؀؀ฏฏฏ�ฏ�ฏฏฏฏฏฏฏ؀�ฏฏฏฏ؀�؀ฏฏฏ�ฏฏ؀�ฏฏ؀ฏ��75��

�

�

�

�

�

�

�

�

�

��
 

75Stanely Brown,(2006),ibid,p41. 
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ฏฏฏฏ��

؀؀؀ฏ �؀ଏฏฏฏ �؀ฏ� �؀ฏฏฏฏฏฏ؀��/؀؀؀ฏ�ฏ �ฏฏ؀ฏฏ؀��ฏฏ �؀؀ฏฏฏ �ฏฏ �ฏฏฏ �؀ฏฏ �ฏ �؀؀ฏฏ �ฏ5ฏ؀����ฏฏฏ؀ฏ �k؀ �ฏฏฏฏฏฏ

�؀�ฏฏ؀ฏฏ؀�؀؀؀ฏ�؀ฏฏฏฏ�ฏฏฏฏฏ؀�ฏฏ�؀ฏฏฏ؀؀�؀ฏฏฏฏ؀�ฏฏ؀�ฏฏฏ��

���ଏฏฏฏ �؀؀ฏฏଏฏ؀؀ฏฏ؀ �؀؀؀ฏฏ؀ �؀ฏ�؀ฏฏฏฏ؀ �ฏฏ؀���؀ฏฏ5ฏฏ � ؀̄ฏ�؀؀ଏฏ؀ �؀ฏ؀�؀��؀؀؀ฏฏ �ฏฏฏฏ�؀ฏ5ฏ؀ฏฏ؀��؀ฏ��ฏ؀�؀؀ฏ

��ฏ5ฏ؀ฏ�؀؀�؀ฏ��؀ฏ؀ฏ �ฏฏଏฏฏ ��l؀ฏ؀�ฏฏ؀ฏฏฏฏฏฏ�ฏฏ؀ฏฏ�ฏ)؀ฏฏ؀ �ฏฏฏ�؀ฏଏ�؀��؀ฏଏฏ؀ �؀ฏฏฏฏฏ؀؀�؀��؀؀؀ฏฏฏฏ5�ฏฏฏฏ؀؀

�؀ฏฏฏฏฏ؀ฏ�؀؀ฏฏฏฏ�

؀ฏ؀�ฏฏ؀�ฏฏฏฏฏฏ5ฏฏ؀�؀ฏฏ؀؀�؀؀ฏฏ�؀ฏ��؀ฏ�؀�؀ฏ�ฏฏ)�؀؀ฏ�؀ฏฏฏ�؀ฏฏฏฏ؀�؀؀�؀ฏฏ����ฏ؀ฏ�؀ฏฏ�¦ฏฏฏฏฏฏ�؀؀ฏ؀ฏฏฏ�؀

ฏฏฏ5؀ฏฏฏฏ؀ �؀)ฏฏฏ؀ �؀ฏ �ฏฏฏଏ �؀ฏ؀ฏ؀ �ฏ�ฏฏฏ �؀ฏฏ �؀ฏฏ �؀ฏฏฏฏฏ �ฏ5ฏฏฏฏฏ؀ �ฏฏ؀؀؀ฏ؀ �ฏฏฏ �؀؀ฏฏ��؀ฏฏฏฏ؀ �؀؀ฏ؀ �؀

ฏฏฏฏฏ؀؀ฏ5�؀؀ฏฏฏ؀��؀ଏ؀ฏ؀�؀ฏฏ�¦�؀ଏ؀؀ฏฏ�ฏ)��ฏฏଏฏ�؀؀ฏ)ฏฏ�؀�؀ฏฏ؀؀ฏ�ฏ�ฏฏฏ�؀؀ฏฏ؀؀�؀�؀�

��؀ฏ)�ฏฏฏฏ�ฏฏฏ؀؀�؀ଏ؀؀ฏฏ�ฏ)ฏ5�ฏฏ؀ฏฏฏฏ؀�ฏ�ฏฏฏฏฏ؀�ฏฏฏฏฏฏฏ؀�؀ฏ�ฏ�ฏฏ�؀ฏ؀ฏ؀�ฏ�ฏฏฏ�؀ଏฏฏ؀�؀؀؀؀ฏ؀�؀؀ฏ�ฏฏฏ�

�ฏ؀ฏฏ)ฏ؀�ฏ؀5ฏฏ�؀؀؀ฏ؀�؀؀ฏ�؀ฏฏฏ��

�

�

�

�

�



 

 

�

�

�
ฏฏฏฏฏฏ ฏฏฏฏฏ 

��

  ฏฏฏฏฏ ؀ฏฏฏ ฏฏฏ ฏฏฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏ  

 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO "  



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ"OPPO "  

 

 
63 

ฏฏฏฏ؀ ฏฏ؀ฏฏ  ؀ฏฏฏฏ؀�   

��k؀؀ฏฏ؀�؀؀ฏฏ؀�ฏฏ�ฏฏฏ؀؀ฏ�؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀؀ฏ؀ฏ5�ฏฏฏฏฏฏฏ؀�؀ฏ؀؀ฏฏ؀�ฏ�؀ฏฏ�ฏฏ؀ฏฏฏ؀�؀�ฏฏฏฏฏ؀�؀ฏฏ�؀(��؀؀�ฏ�ฏ؀

؀_�؀؀ฏ؀ �؀ฏฏ؀ �؀ฏଏ�ฏฏ�ฏ�.��ฏଏ)؀؀ฏฏฏฏฏ5ฏ �؀�؀ଏฏฏฏฏ؀ �ฏ) �7_؀ฏ �ฏฏฏ؀ �ฏฏฏฏฏ؀ �؀ฏฏଏ؀ �ฏฏ�ฏ؀ฏฏ؀ �ฏฏฏฏ؀ �؀؀ฏ �ฏฏ �؀؀ฏฏฏฏ

��؀؀؀ฏ�ฏฏฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏ؀ฏฏฏฏฏ؀�ฏฏฏ�ฏฏฏฏฏฏ5؀_؀�؀؀ฏ؀��5��؀ฏ�ฏ�ฏ؀؀ฏฏ�ฏฏଏฏ�ฏฏฏ�ฏฏฏฏ؀�؀(؀؀؀�؀؀ଏฏ

�ฏฏฏฏ�؀ฏฏ_؀OPPO��ฏ�ฏ؀؀ฏฏฏ؀�؀ฏ�ฏฏฏฏ؀�؀؀؀؀؀�؀ฏ�؀ଏฏ5�؀ฏฏฏฏฏ�ฏ�ฏ؀ฏ��.��

ฏฏ؀�ฏฏฏฏ؀�؀؀ฏ�؀�ฏฏฏ�؀ฏ�؀ฏ�ฏฏ�ฏ��ฏฏฏฏଏ :  

��ฏฏ؀�؀؀ฏ؀�؀ฏ5ฏฏ؀�ฏฏ�ฏฏฏ؀؀ฏ��ฏฏ؀(؀�ฏฏฏฏฏ؀�؀ฏ5ฏฏ؀�ฏฏ�؀ฏ�ฏฏ؀؀؀ฏ؀�؀؀؀؀؀؀�ฏ�ฏฏฏฏฏฏ؀ฏฏฏฏฏ؀�ฏ�ฏฏฏฏฏ؀�؀؀؀؀ฏ؀����ฏฏ

��؀؀ଏฏ؀؀�ฏฏ؀؀؀ฏ؀ฏฏ؀؀؀��؀��ฏଏฏฏฏ��ฏฏฏฏฏฏ؀��ฏฏฏฏฏ؀���ฏฏฏฏฏ5��؀؀؀؀��ฏฏଏฏฏ؀�؀؀؀ฏ؀�.��

  

 

  

  

  

  

  



ฏฏฏฏ؀: ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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� �؀؀ฏ�؀؀ฏฏ�ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏฏ�ฏ5(؀ฏ؀�ฏฏ؀؀ฏฏ؀OPPO��

��

�

�

��

1.ฏฏ؀؀؀ฏ؀�؀؀؀؀؀؀�ฏ5ฏฏฏฏ�

��؀ଏฏ5ฏฏฏ؀�؀ଏฏฏฏฏ؀�ฏฏ�ฏฏฏ؀؀ฏ�؀ฏ5ىฏ؀_����؀؀؀إฏ؀�؀ฏฏ؀؀�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ5�ฏฏฏฏฏฏฏ؀�؀�ฏฏฏฏฏ؀�؀ฏ؀��؀ฏฏฏ�؀؀)�ฏ

�؀ฏฏฏ�؀ฏ�ฏฏ؀ฏฏฏ5�ฏฏฏฏฏฏฏ؀�؀ฏฏ�ฏฏฏฏ�؀ฏ�k؀ฏ؀؀�ฏฏ�ฏ؀ฏ؀�؀لأ�؀؀؀؀ଏฏฏฏ؀؀لأ��ฏ�ฏฏฏฏฏ؀(؀��؀؀��ฏฏ�؀؀ฏฏฏฏฏ؀�ฏฏฏฏฏ؀

�ฏ �ฏฏ؀؀؀ฏ؀؀ฏ�ฏฏ����؀ฏฏ؀� �ฏฏ �ฏฏฏฏฏฏ؀؀ �ฏ5ฏฏฏ؀ �؀ଏฏฏฏฏ؀ ฏฏى� ��ฏฏ؀؀ฏฏฏ؀ �ฏ�ฏ؀؀ฏฏฏฏ؀ �ฏฏฏฏฏ؀ �� �ฏฏฏฏฏฏ؀ �؀ଏฏฏฏฏ؀ �؀ଏฏฏฏ �l؀ฏ

؀_�؀؀ฏ؀��.��

1.1�. ฏฏ؀؀؀ฏ؀�؀ฏ5ฏ؀ฏ�؀�؀؀؀ฏฏ   

ฏฏฏ ؀؀؀ฏฏ   ฏฏ؀؀؀ฏ؀؀ في ؀ฏ ฏฏฏ؀؀ฏ ؀ฏ5ฏ ฏ�ฏฏฏฏ؀ ؀ฏฏ؀؀؀ฏ؀ ฏฏ؀ฏฏฏฏฏ؀ ฏ�_؀ฏฏ؀؀ ؀؀ฏ؀ฏฏฏ  ฏฏฏฏ؀  ؀ 

؀ฏฏฏฏฏฏ�ฏଏฏ'؀ฏ�؀2؀؀�ฏฏ؀؀ฏฏ؀؀ฏ  ؀ฏฏ5 ؀؀ฏฏ ฏฏଏฏ؀ ؀ฏฏ؀� ฏฏฏ؀؀OPPO  ฏ�ฏଏฏ ฏ)؀ฏ ฏฏ ؀  ฏ�ฏฏฏฏฏฏ؀ ؀ฏ�ฏ؀؀ฏฏฏฏฏ

ฏฏ ฏฏ؀ฏฏ ฏฏ� ฏฏฏฏฏฏฏ؀ ؀ฏฏฏฏฏ؀؀؀  ؀؀ฏ ฏฏ؀؀؀ ฏฏ؀؀ฏฏ؀؀ฏ ฏฏ  ؀ଏฏฏ؀؀ฏฏฏฏ؀ ؀ ฏ�)؀ฏ؀ ฏฏฏฏ؀؀ฏฏ ؀ฏฏฏฏ؀   ؀ฏฏ

k؀؀ ฏฏ ฏฏ ؀؀ฏ؀؀ฏ؀ ฏ)؀ฏฏ؀ ؀؀_؀ ؀ฏฏฏ؀ฏ �ฏ�ฏ؀؀ฏฏฏฏ؀؀ ؀ฏฏฏ؀ ؀ฏ ฏฏ؀ଏฏ؀؀ฏ�)؀ฏ؀ ฏฏ؀؀ฏฏ؀ ؀ฏ   ؀ฏฏฏฏฏ؀ ฏฏฏ؀ ؀ฏ؀

 ؀ฏฏ ฏฏ ؀ଏฏฏ؀ ฏฏ ฏ�)؀ฏ؀ ฏฏ؀؀ฏฏฏ ฏ�؀ฏฏฏฏ؀2019؀ฏฏฏฏ؀ l؀ฏฏฏ ฏฏฏ ฏฏฏฏฏฏ؀ ฏ5ฏ؀ฏฏ؀ ؀ฏฏฏ؀ ؀؀,   ฏ)؀ฏ ฏฏ؀

ฏฏ5ฏฏ  ؀)�ฏ؀؀ฏ)�ฏ؀ ฏ) ฏฏ ฏฏฏ  ؀ฏฏฏ ฏฏ؀ ؀ฏ�ฏ ฏฏฏ�؀ ؀؀ฏฏ ؀؀؀� 



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO "  
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ฏฏ؀؀؀»  Munzel,2011)(76 « و ฏฏ؀؀؀ »(Schwalger, 2006) 77«  ، ؀ฏଏฏ ؀ଏฏ5ه ฏฏฏ ฏ؀؀؀ฏ؀ ؀ฏ   ؀ଏฏ ฏฏฏฏฏ؀

ฏฏ؀وฏฏฏ؀ ฏฏฏฏฏ؀_و؀  ؀ฏ؀ ؀ฏฏو و ฏ�ฏ؀وฏฏฏฏ؀. 

؀ฏ؀ ฏ(ฏฏ؀1.1  :ฏฏ؀؀؀ฏ؀؀؀ ؀ฏฏ 

  

  ฏف؀ฏ�ฏ؀  

 ฏฏฏฏฏ ؀ଏฏฏฏ                                                                            ฏ5ฏฏ ؀ଏฏฏฏ  

« (Munzel,2011) » ,« (Schwalger, 2006)» ฏฏฏ ؀؀ฏฏฏฏ؀ ฏ'ฏฏ؀ฏ؀؀؀ ؀ฏ؀ ؀ฏ ؀؀ฏฏฏ؀ 

  ฏฏฏ)ฏ� ฏฏฏฏ5 و؀؀ฏฏ ؀ฏฏ ؀ฏฏو؀ ؀ฏฏ�ฏ؀ฏ ฏฏฏ  ؀ฏ ฏฏ؀؀؀ฏ؀  �ฏ�ฏฏฏฏ؀  

- ؀ฏ؀ ؀ฏوଏ   ؀ଏฏ ฏ�ฏฏฏฏ؀ ฏฏฏ؀؀؀ ؀ฏ�ฏ؀وฏฏฏฏ؀ ฏฏ؀وฏฏฏ؀ ฏฏฏฏฏ؀ ฏو�ฏฏฏฏ؀ lوฏฏฏ ؀ฏฏ ؀_و؀ฏ؀ ؀ฏฏ5وو%  

- ฏ؀ ؀ฏ5ฏ؀  ؀ฏฏ ؀؀ଏฏฏฏ ؀ฏฏ5ฏ؀ ฏฏฏ5 ؀ฏ  ฏ�ฏ؀وฏฏฏฏ؀ ฏฏ؀وฏฏฏ؀ ฏฏฏฏฏ؀_و؀ هو   ؀ฏ؀ ؀ฏฏو ฏฏฏ؀ฏฏฏ؀. 

1.1.  ฏฏ؀؀؀ฏ؀ ฏ5ฏฏฏฏ  

 ฏฏฏ5ฏଏ ฏฏฏ؀ ฏฏ�؀؀ฏ؀؀ ؀ฏฏฏฏฏ؀ ฏฏฏฏฏฏ5 ؀ฏฏฏ؀ وฏฏ5ฏ؀   ฏฏฏو؀، وฏ؀ฏฏه؀؀ ؀ฏ؀ه؀ ؀ ฏฏو؀ ؀ฏوฏฏ ه؀؀ฏ؀ฏ؀ ฏฏ؀؀؀ ฏฏ

  ฏฏฏฏฏฏ؀؀؀؀ ؀ ฏฏฏฏ ؀ฏฏ ؀ฏ ؀_و؀ฏ؀ ؀ฏฏو ฏฏฏ ฏ�ฏ؀وฏฏฏฏ؀ ฏฏ؀وฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏ؀ ฏฏ؀ฏฏ ฏฏ؀ ฏฏฏฏ5 ؀؀ฏଏ ؀ฏฏฏه؀؀ ؀

ฏฏ؀ฏฏଏฏฏฏฏ؀��ฏฏฏฏ�ฏ ه؀؀ ฏฏ؀؀؀ฏ؀ ฏฏฏ؀ฏฏฏ؀ ฏฏฏฏฏ؀ ฏ؀وฏفฏ و؀ฏฏฏ5 ؀ฏ؀_و؀ ฏو؀ ه؀؀ ؀ଏฏฏฏฏ؀، و؀ฏ ฏฏ؀ ฏ؀وฏو؀  

 
76Munzel, (2011), Tapping the Potential of Online Guest Reviews: The Mindness Hotel Bischofschloss Case, 
Ludwig-Maximilians-UniversitätMünchen. 
77Schwalger Steph. (2006), WOM-The Dynamics of Buzz, in Document en ligne, Boomerang, (consulté le 
03/062021), [http://www.boom.com.au/articles.asp?id=article17]. 

�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�

�

�؀؀2؀ฏ؀�؀ฏฏ؀�

�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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؀ฏฏฏଏ  ؀؀ฏฏ؀ ฏฏฏ)ฏฏ؀ ฏฏฏฏ؀  ؀ฏฏฏ ฏฏ؀؀  ؀ฏฏ؀ ฏฏ؀؀ଏฏฏ؀ ฏฏฏฏ؀   ؀ฏฏฏ�ฏฏ؀ ؀؀ฏฏ؀ฏฏฏฏ؀ ฏ) ฏ�ฏฏฏ ؀ฏฏ ؀ฏ ؀ฏ؀؀

 ؀ ฏฏ؀؀ฏฏฏฏ؀ ؀ฏ�ฏฏฏฏ؀ ฏฏฏฏฏฏଏ ฏฏฏ؀؀ ؀ฏ ؀ฏฏฏฏฏฏ5 ฏฏฏଏฏฏฏ؀ ฏฏฏฏฏฏฏฏ؀ ฏฏฏ�؀ฏฏฏ ؀ฏ�ฏฏ؀؀؀    ؀ฏฏ؀ ؀ฏଏฏ ฏฏฏ؀ ؀؀ଏฏฏฏ؀

 �ฏฏฏฏ ฏฏଏฏ؀  

3.1 . ฏฏ؀؀؀ฏ؀ ฏฏଏฏ  

ฏ�ฏฏ؀�ฏ�ฏฏฏฏ؀�ฏฏ؀؀؀ฏ؀�؀ଏฏ�؀ฏ�ฏ�ฏ؀؀ฏฏ�ฏฏଏฏฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏ_؀OPPO�ฏ�)؀ฏ؀�ฏฏ؀؀ฏฏฏ�؀ฏฏฏฏฏ�ฏ�ฏ؀�؀ฏ��؀ฏ�؀ฏฏ�؀

�ฏ�؀؀ฏฏฏ؀؀ฏฏฏ؀�؀ฏ�ฏฏฏ؀�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏฏฏ��ฏฏ؀؀ฏฏ�ฏ)ฏ5؀�ฏฏ؀؀ฏฏ؀�؀ฏฏฏ�ฏฏฏฏ؀�؀؀ฏ�؀؀ฏ�؀ଏฏ�؀220��؀��؀؀ฏฏ�؀ฏ�؀

132��ฏฏฏฏ�ฏฏฏ؀�؀�7ฏฏ�ฏฏฏ5ฏฏ؀�؀ฏ�ฏฏଏฏ؀ฏฏ_؀��OPPO�ฏ�ฏฏฏ�.�

�

�

2. ฏฏ؀؀؀ฏ؀ ฏฏ ฏฏ؀ฏฏฏฏฏ؀ ฏ5ฏฏฏฏฏ؀؀؀؀ ؀ฏ؀  

�؀ฏฏ��؀ฏฏ�؀�ฏฏ؀؀ة�����ฏฏ5ฏฏฏฏ؀�ฏฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ���ฏ؀�؀ฏ�ฏฏ؀�؀ฏฏฏ�ฏ�ฏฏฏฏฏ��؀�؀ฏ��ฏฏ5ฏฏ�؀ฏฏ؀؀؀�؀ฏ�ฏฏ؀�؀؀ฏ����ฏฏ)��؀ฏฏฏ؀�؀ฏ

��ฏଏฏฏฏฏ؀ �ฏ�ฏฏฏ�ฏฏ؀ �؀ฏฏฏ�ฏฏ؀ฏ�ฏฏฏฏฏฏ؀ �؀؀ฏฏฏฏ �ฏฏฏฏฏฏ؀ �ฏଏฏฏฏฏ؀ �ฏฏฏฏ؀ฏ �؀؀؀ฏฏฏฏ5 �ฏฏฏฏฏฏ؀� �SPSS�:�V26��

��ฏฏฏฏ؀ฏ �ฏฏ؀ �ฏฏฏฏฏฏ5� Excel��ฏ�ฏฏ؀ฏ؀ �ฏ�ฏฏฏฏฏ؀ �؀ଏฏฏฏฏ؀ �ฏฏ؀ �ฏฏฏฏฏฏ5 �؀؀؀؀ฏ5ฏฏฏ؀ �؀ฏ5 �ฏฏฏ �؀ฏฏฏฏฏ؀ �؀ฏ؀

�ฏ�ฏฏ�ฏฏ؀�؀ฏ)ฏฏ؀�؀ฏ؀)�ฏ�ฏଏฏฏฏฏ؀؀�.��

��



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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1.2 .  �؀ฏ5ฏฏ؀ ؀ฏฏฏ 

؀  ؀ฏฏ ؀ฏฏฏฏ؀رة  ฏฏฏ  ฏฏฏ؀؀ฏฏฏ؀  ฏฏ؀  ฏฏ5ฏฏฏฏฏ    ฏ�ฏฏฏฏฏฏ؀  �ฏฏฏ5ฏฏฏ؀�؀ฏ ฏฏر�؀؀ฏ ؀ฏ؀  ؀ฏฏ  ฏ؀  ؀ฏฏ؀ر؀ฏ؀ฏฏ5ฏฏ  ؀؀ฏ�

 �ฏฏฏฏ5 ر؀؀ଏฏฏฏฏ ؀ةฏฏฏฏฏ؀ ؀ฏ�ฏฏ؀ ؀ฏฏฏ ฏฏฏฏฏฏ ر؀ฏฏฏฏ  

� ؀ฏ؀؀؀ رฏฏ؀ ؀1�3 �؀ฏرฏฏ ؀؀ ؀ฏฏ ฏ�ฏฏฏฏر؀؀ ؀ଏฏฏฏฏฏ ฏ�ฏฏฏฏฏ؀ ؀ฏ�ฏ ؀ฏฏ ؀ଏฏଏ � 

؀ฏ؀؀؀ ؀ฏ  (3.1) ฏ5ฏฏฏฏฏ؀ ؀ฏ5ฏฏ5ฏฏฏฏ؀؀؀ ؀ଏฏฏฏฏฏ 

ฏฏฏฏฏฏ 
  

�؀ฏ�ฏฏ؀�؀ฏฏฏ��

 

 

Bearden, Netemeyer et Teel (1989) 

؀ฏ؀ฏฏ؀�؀؀ฏฏ�؀ฏ�ฏฏ 

�

�؀ฏฏฏ؀1������؀؀ฏ�؀ଏฏฏฏฏฏฏฏ؀�؀؀؀؀�؀ଏฏฏฏ؀�ฏฏ�ฏ؀5ฏฏฏ��

ฏ5ฏฏฏฏฏ؀�ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀���ฏฏฏฏฏ؀�؀ฏ�ฏฏ؀�ฏฏ�ฏฏ؀ฏฏฏฏฏ���

�؀ฏฏฏ؀2��؀؀ฏฏ؀�ฏฏฏฏ�؀�ฏฏ�؀ฏฏ)�؀؀ฏ؀�؀؀�؀�؀؀�؀ฏ)�؀؀؀��

��ฏฏฏ؀؀ฏฏ��ฏฏฏ؀�����ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�؀ฏฏ�؀؀؀ฏ�ฏ؀5ฏฏฏ�
 ؀ฏฏฏ؀3��؀ฏฏฏฏฏ؀؀�؀ฏฏฏฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏ��؀؀�؀ฏฏฏ؀�؀ฏ�

��ฏฏ�؀ฏฏ؀�ฏฏฏ؀�����ฏ�؀ฏฏฏฏ؀�

�؀ฏฏฏ؀4�� �

��؀�����؀ฏ�ฏฏ�ฏฏฏ؀�ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�k؀ฏฏ؀�ฏฏฏ؀�؀ฏ�؀ฏฏฏฏฏ

��؀ฏฏฏฏฏฏ�؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ฏฏฏ؀؀ฏฏ؀�؀ฏ��ฏฏฏ؀�ฏฏ�ฏ؀5ฏฏฏ



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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��؀؀؀ฏฏ؀�ฏฏ�؀ฏฏ��ฏฏฏ؀�����ฏ�؀ฏฏฏฏ؀�

�؀ฏฏฏ؀5�: �

���ฏฏฏ؀؀ฏ�؀ฏ�؀ฏฏฏ؀�؀؀�ฏฏ؀�����؀ ؀؀ଏ؀ฏ�ฏ ؀ฏฏฏฏ�k؀ฏฏ؀�ฏฏ�؀؀؀؀ฏฏ

�ฏ�ฏฏ�؀ฏ؀ฏฏฏ؀�؀ฏฏ�ฏฏฏฏฏฏ؀�

�؀ฏฏฏ؀6ฏฏ؀�ฏฏ�ฏฏฏฏฏ؀����؀ฏฏ�؀؀؀ฏ�؀ฏฏ�؀ฏ�؀�؀ฏ؀�؀ฏ

ฏฏฏ؀؀ฏฏ��ฏฏฏ؀�ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏ؀�

�؀ฏฏฏ؀7�:��؀�؀ฏฏฏฏฏฏ؀�؀ฏ؀�ฏฏ�ฏฏଏฏฏ�؀؀ฏฏ�k؀ฏ�؀ฏฏ)�؀؀؀

��؀؀ฏ�؀ฏฏฏฏฏฏฏ؀؀�؀ฏ�؀ฏฏฏฏ؀�ฏฏ�؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏ�ฏ؀5ฏฏฏฏ

��ฏ�؀ฏฏฏฏ؀�ฏฏฏฏฏ؀�ฏ؀ฏ�

�؀ฏฏฏ؀8�:��ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏ؀�k؀ฏฏ؀�ฏฏ�؀؀ฏฏ�����؀؀؀ฏฏ؀�؀ฏฏ

ฏ؀�؀؀�؀ฏฏฏ؀�ฏฏฏ؀��ฏฏଏฏฏ�؀؀ฏฏ؀؀ଏฏ�؀�؀ฏ �

�؀ฏฏฏ؀9�:��؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ฏฏ�ଏฏฏฏ؀�؀ฏ��ฏฏฏ؀�ฏฏ�ฏ؀5ฏฏฏ

�ฏ؀ฏฏ5؀ฏ؀�؀؀ฏฏ�ฏฏฏ؀�����؀ฏ�ฏ�؀ฏฏฏฏ؀�؀ฏฏฏฏฏ؀�؀ฏฏฏฏฏ�

؀�؀ฏฏ؀�l؀ฏ�؀ ؀؀ଏฏ�� �

�؀ฏฏฏ؀10�:���؀ฏฏฏ؀؀ฏ�؀ฏ�؀ฏฏ؀ฏฏฏ�ฏฏฏ؀�ฏฏ�ฏ؀5ฏฏฏ



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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����ฏฏฏฏ�؀؀؀ฏ�ฏฏฏ�����؀؀ฏ�؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ଏฏฏฏฏฏฏฏ؀

�ฏ�؀ฏฏฏ�ฏฏฏฏ��ฏฏଏฏฏ �

�؀؀ฏฏฏ؀Beabden, W.O, Netemeyeb, R.G Teel R.J (1989), Measurement of Consumer Susceptibility to 

Interpersonal Influence, Journal Consumer Research, 15 (4), 473-481  

�ฏฏ؀�؀؀؀ฏฏ2�.3(��رقم��؀�(��ฏฏฏ�ฏ�ฏ�ฏر؀ฏฏฏฏ؀�ฏ؀؀قฏฏฏ؀�ฏฏฏฏฏ؀�ฏ؀؀ق�ฏฏ�؀ฏم�ق�ฏฏ�.�

�؀؀؀ฏฏ؀(02.03)��؀ฏฏ��؀ฏ5ฏฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ5ฏ؀؀ฏฏ�

�؀ฏฏ5ฏ؀���؀ฏ�ฏฏم�؀ฏฏฏ��

�

�

Gurviez�et�Korchia,2002�;�

Chouk�et�Perrien,2004�

�؀ฏ�؀5ฏฏฏ�

Notebeart�et�al.,�(2011).�

�؀ฏฏฏ؀1���

���؀؀؀ฏ�؀ฏ�ฏ؀ฏฏ؀؀�؀؀ฏ؀�؀؀�ฏฏฏ)ฏ��؀�ฏฏฏ�رฏฏฏ�؀ฏฏฏฏ

�ฏ؀قฏฏ؀�؀؀ฏ�ฏฏฏ؀ฏ��ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�

�؀ฏฏฏ؀2���

���؀ฏฏฏ؀�ฏฏر�ฏ؀ฏ�ฏ؀قฏฏ؀�ฏฏฏ�ฏฏر؀ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀

�؀ฏฏฏ؀3���

���؀)ฏ��؀�؀ฏ؀�ฏ؀قฏ�ฏฏฏ�ฏฏ؀ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�؀؀�؀ฏฏฏ؀

�؀؀؀ฏฏฏ؀؀ฏ�ฏฏฏ5ฏ؀ฏฏ����؀ฏฏฏฏฏฏ)�ฏ�رฏฏฏฏ؀�ฏฏฏฏฏฏ

�)ฏฏฏฏ؀�ฏฏฏฏฏ؀��ฏر�

�؀ฏฏฏ؀4���

�؀ฏฏ؀�ฏฏฏ�ฏฏ؀ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀قฏ؀ฏ�ฏر�؀؀؀ฏฏ�ฏ؀ฏฏฏฏر���



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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�؀ฏฏฏ؀5ฏฏ؀ฏ؀ฏ�؀ฏฏ؀ฏฏฏฏ؀�؀؀�؀ฏฏฏ؀���

  

؀؀ฏฏฏ؀:Gubviez, P. etKobchia, M. (2002), Proposition d'une échelle de mesure multidimensionnelle 

de la confiance dans la marque, Recherche et Applications en Marketing, 17 (3), 41-62.  

 ฏฏฏฏ؀ ฏฏฏฏ؀و؀ฏฏ ฏฏฏ�؀؀ ؀ฏ�ฏ )  3 .3(؀ฏฏ؀و؀ ؀ฏ؀ و 

�؀ฏ؀�؀؀؀ฏฏ؀03.03)��؀ฏ5ฏฏ؀؀؀ฏฏฏฏ؀�ฏฏฏฏ؀�

 ฏฏ؀ฏฏ؀و؀  

��

 ؀ฏฏฏ ؀ฏ�ฏฏ؀  

�

 

Davis  ،1989) ( 

 

�؀ฏฏฏ؀01�

  ฏ�؀ฏฏ ฏฏ ฏฏฏ�ฏوฏو l؀ฏฏฏฏ؀؀ ؀ฏ ؀؀؀ฏฏฏ؀ ฏฏ؀ฏฏฏ� ؀ฏ

 ... ฏฏ ฏฏฏฏฏ؀؀؀ ؀ฏฏ؀ ؀ฏ�ฏฏฏ 

�؀ฏฏฏ؀2  ฏฏฏ�ฏوฏو l؀ฏฏฏฏ؀؀ ؀ฏ ؀؀؀ฏฏฏ؀ ฏฏ؀ฏฏฏ� ؀ฏ �

  ... ؀؀؀ฏ ؀ฏฏ ؀ฏฏฏ؀ ؀ଏฏوฏ ฏฏ 

؀ฏฏฏ؀3  ฏฏ ฏฏฏ�ฏوฏو l؀ฏฏฏฏ؀؀ ؀ฏ ؀؀؀ฏฏฏ؀ ฏฏ؀ฏฏฏ�ฏ �

 .؀ฏฏฏ ฏ)ฏ5 ؀؀؀ฏฏ؀ ؀ฏฏฏ؀ 

؀ฏฏฏ؀4 ... ؀؀؀ฏ5 k؀؀؀ฏฏ ؀ ؀؀ଏฏฏ l؀ฏฏฏฏ؀؀ ؀ฏ ؀ฏ؀ � 

��



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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��؀؀ฏฏฏ؀؀؀ฏฏฏ؀Davis, F.D. (1989), Perceivedusefulness, perceivedease of use, and user acceptance of information 

technology, MIS QuarterlR, 13 (3), 319-340. 

 ฏ؀ ฏฏ؀�؀ฏ؀؀؀ ؀ฏ4 .3 ( ؀ฏฏ ฏฏฏ�ฏ ؀ฏฏ؀ฏ؀ ؀ฏ�ฏ 

؀ฏ؀�؀؀؀ฏ(04.03)��؀ฏฏ�؀ฏ5ฏء�ฏال؀ف�

  ؀؀ฏฏ؀ฏฏ؀ 

��

 ؀ฏ�ฏฏ؀ ؀ฏฏฏ  

 

 

Zeithaml, Berry et Parasuraman (1996� 

adaptée par Srinivasan, Anderson et 

Ponnavolu (2002� 

�؀ฏฏ؀  1الฏฏฏฏฏฏ؀ ฏ؀ฏ ؀ฏ ؀؀ଏฏ ؀ฏ�ฏ؀؀ ؀ฏ؀ �

  ؀�؀ฏ؀ ؀ฏฏฏฏ 

�؀ฏฏ؀   :2الฏ؀ �؀ฏฏ kฏ ؀ฏฏฏฏฏฏ؀ ฏ؀ฏฏ ฏฏ؀؀

  ฏฏ�ฏฏฏ؀ ฏฏฏ 

�؀ฏฏ؀   :3الฏฏฏฏฏฏ؀ ฏ؀ฏ ฏฏฏฏ ฏฏฏ ฏฏฏฏ؀ฏ؀ ฏฏฏ؀ ฏ

�؀ฏฏ4ال�: ฏฏ؀ฏฏฏ ฏฏ ؀ฏฏฏฏฏฏ؀ ฏ؀ฏ ؀؀؀؀؀ ฏฏ ؀؀؀ฏ؀

 ؀ฏ؀�ฏฏ . 

��

�ฏฏฏฏฏฏZeithaml, V.A., Berry L.L. et Parasuraman A. (1996), The BehavioralConsequences of Service Quality, 

Journal of Marketing, 60 (2), 31-46.   

  

 



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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1.2 . �ฏ5ฏฏ؀ฏ؀�ฏ5ฏฏฏฏฏ؀�؀ଏฏฏฏฏ؀ 

  ฏฏฏ  ฏฏฏฏฏฏ؀  ฏଏฏฏฏ  ฏฏ  ฏฏ؀ฏฏฏ؀  ؀ฏ�ฏฏฏฏฏ؀  ؀ฏ؀ฏ؀ฏฏฏ؀  ؀ฏ�؀ฏฏฏ؀  ؀ฏฏฏ؀  ؀؀؀؀؀؀ฏฏฏ؀  ฏฏ؀  ؀ฏ  ؀ฏ�؀ฏ�ฏฏฏ؀  ؀ฏฏ؀؀ฏฏฏ؀

؀ฏ5ฏ؀؀؀ ؀ଏฏฏฏ؀ ฏฏฏฏฏ؀؀؀ ؀ଏฏฏฏฏ؀ ฏฏ؀ฏ؀  : 

؀ (  �ฏฏฏฏฏฏ؀��ฏ؀ฏฏฏ؀    ฏ�ฏ5 ؀ฏ؀؀؀ฏฏ؀؀ฏ ฏฏฏ ؀؀ฏฏฏ ฏฏ؀؀؀ฏฏ؀ ؀�ฏฏ؀؀ ؀ฏฏฏ ؀؀ ؀؀�ฏฏ؀ ؀ฏ  ฏฏ؀ฏฏฏ 7ฏ؀ฏฏ ؀ฏ؀ :

  � ؀؀ ؀ฏฏฏ؀  ฏฏ؀ฏฏ؀  7ฏ؀ฏฏฏฏ5  ฏฏฏฏ؀ฏฏฏ؀ ؀ฏ�ฏฏฏฏ؀؀ ؀ฏ ؀ଏฏ؀ฏ5ฏฏ؀  ؀ฏ5ฏฏ؀  7ฏ؀ฏฏ ฏฏฏ ؀؀ฏฏฏ؀03  ؀  ) لأ

 � ؀ฏ ؀؀؀؀ฏଏ 7�ฏฏฏฏ؀01  � ฏฏ؀ (05  � 7ฏ؀ฏฏ ฏฏฏ؀ ؀ฏฏ ؀؀؀ฏฏฏ؀ ؀ଏฏ؀ฏ ฏฏ ؀ฏฏฏ� ؀ฏ؀ ؀( 

؀=�  ) ؀ฏ5ฏฏฏ؀�؀؀؀ฏฏฏ؀   : 

  ؀؀ฏ�ฏ؀ฏฏ؀ ؀ฏ5ฏฏฏ ؀؀؀ฏฏฏ؀ ฏ�ฏฏฏ ؀ฏ ؀ฏฏฏฏ؀ ؀؀ฏฏ؀؀؀ฏ؀؀؀ ؀ฏ؀ ؀ฏ5ฏฏฏฏ؀؀؀ ؀ฏฏ؀ l؀ฏ ฏฏฏ ؀؀ฏฏฏ؀ ฏฏ؀ ؀ฏ ؀ฏ؀؀

_؀ฏฏ؀ ฏฏฏ)ฏ ฏฏ؀؀؀ฏ؀؀؀ ؀ฏ؀ ؀ฏ5ฏฏฏฏ؀ ฏฏ ؀ฏฏฏฏ؀ ฏฏ؀�؀  ؀ฏฏฏฏฏฏ ؀؀ฏ؀ ؀ฏ5ฏฏฏ؀(؀ ؀ฏ ฏฏฏ� ؀؀ฏฏ ؀ฏฏฏ؀ ؀ฏ ฏฏฏ�ฏ ؀

  ؀ฏฏ ฏฏฏฏฏ ฏฏ؀لأ ฏฏฏฏฏ ؀؀؀ฏฏฏ؀  ؀؀  ؀؀؀ฏ5ฏฏ؀  ؀ଏฏ؀ฏ ฏฏ ؀ଏฏ� ฏฏ؀ ฏฏ) ؀؀؀؀ฏ؀ ฏ�ฏ؀؀ฏฏ ؀ฏฏ؀ ฏฏฏฏฏฏ؀  ؀؀ฏฏ ฏฏฏฏฏฏ5؀

 � ฏฏฏଏฏ ฏฏ؀ฏฏ؀ ฏฏฏฏฏฏ؀ 7ฏ؀ฏฏฏ؀ k؀ฏฏฏ 

��؀  ) ؀ฏ'ฏฏ؀�؀�؀؀ฏฏ؀�؀ฏ'ฏฏ؀ : 

ฏ�ฏฏ  ؀ฏ5ฏ؀؀)  ฏฏฏ؀  ฏฏฏฏฏ5  ฏฏฏฏฏฏฏฏ5  لأ؀؀؀  ฏฏฏ؀؀ฏ؀  ؀ฏฏฏฏ؀  ؀؀ฏฏ؀  ؀ฏ�ฏฏ  ؀؀ฏ؀ଏฏ  ¯ฏ5ฏ؀ฏ؀  ฏฏฏฏฏ؀  ؀ฏ5ฏฏ؀  ؀

 �ฏฏ؀؀؀ฏ؀ 

؀ (  �ฏฏ5ฏ؀ฏ؀�ฏ�؀؀ฏฏ؀�؀ฏ'ฏฏ؀(Kolmogorov–Smirnov� : 

 �ฏฏଏฏฏ؀ ؀ฏฏฏ�ฏ ฏ�؀؀ฏ ؀؀ฏ ฏฏ؀ฏฏฏ    



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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 :   �5ฏ'ฏ؀ ؀؀؀ฏฏฏ؀  ฏଏฏฏฏ  ) ج

  ฏฏ؀  ؀؀؀ଏ  k؀ฏ؀؀  ؀ฏ؀ฏฏ؀  ؀ฏฏฏ ؀ฏ5ฏฏฏ؀  ؀ଏฏ ฏฏ ฏฏ؀؀ �؀ଏฏฏฏฏ؀  ฏฏ  ฏฏฏฏฏฏ؀  ؀ଏฏฏฏฏ؀  ؀ฏ؀ଏ  ฏଏ)  ฏ�ฏ؀ฏฏ  ؀؀ฏ�

  �ฏฏฏ؀ฏฏ ؀؀ฏ ؀؀ ฏ�ฏ؀ฏฏ؀؀ ؀ฏฏ ฏฏฏ ؀)ฏฏ؀ ؀ฏଏ ฏฏฏฏ ؀ฏ�؀؀؀ ؀ฏฏฏ؀ ؀ฏฏฏฏฏ ؀ଏ؀ฏฏ ؀ฏฏ ؀ฏฏฏ؀ 

 :  ฏฏฏฏฏ R2 ؀ଏ؀ฏฏฏ؀   ) ح

  ؀ଏฏฏฏฏ؀  ฏฏ  ฏ5ฏฏฏ؀  ؀ଏฏฏฏฏ؀  ฏฏฏฏฏฏ  l؀ฏ  ؀�ฏ�  ฏฏฏ  ฏฏฏฏฏฏ؀  ؀ଏฏฏฏฏ؀  ฏฏฏ  ؀ฏ؀ଏ  ฏฏฏ؀  ฏ5ฏฏฏ؀  ฏฏฏ  ฏฏ)�؀؀ฏฏฏฏฏฏ؀

ฏ؀ ؀ฏฏ) ฏฏฏ) ؀؀ଏฏ) ฏ5ฏฏฏ؀ ฏ؀ฏ ؀ฏฏ) ฏฏฏ) ؀ଏฏ ฏ5ฏฏฏ؀ ؀ଏฏฏฏฏ؀ฏ  l؀ฏ؀؀؀ ؀ଏฏฏฏฏ ฏ�ฏ5ฏฏฏ؀ ฏ5ฏฏฏ؀ l؀ฏฏ؀؀ ؀ฏฏ؀ ฏฏฏฏฏ

ฏฏ؀؀ฏฏฏ؀ ฏ؀ฏฏฏ ؀(؀؀ ฏฏ؀؀؀ฏ؀؀ ؀ฏฏ�  

3.2. ฏฏ؀؀؀ฏ؀ ؀ฏ5؀ฏฏ 

؀؀ฏ؀  ฏฏ؀ฏฏ  ؀؀ฏฏฏ  ؀ฏ�ฏ؀ฏฏ؀  ؀ฏ5ฏฏ؀  ฏฏฏ ؀؀ฏฏฏ  ؀ฏ  ؀؀ฏฏ  ฏ)  ؀؀؀ฏ5ฏ  ฏଏฏฏฏ  ؀ฏฏ  ؀ฏ  ฏฏଏฏฏ؀  ؀؀؀ฏ؀  ؀ฏฏฏฏฏ؀؀  ؀

  ( ฏฏฏฏฏ �ฏ؀؀ฏ ؀؀ଏฏฏ؀؀ฏ � ฏฏฏฏଏ؀؀ ؀ ( ฏฏฏฏฏ ؀ଏฏฏ؀؀ฏ ؀ଏฏ ؀؀ଏฏฏ؀؀ฏ ؀ଏฏ � ฏฏฏฏ ؀ ؀؀ଏฏฏฏฏ؀ : ฏฏฏฏ؀ ฏฏ ฏฏ ؀ฏ�ฏฏฏฏ؀

ฏ�ฏฏฏฏ؀ ฏ�ฏฏฏฏฏ؀؀؀ ؀؀؀؀؀ ؀ฏฏฏฏ5 ؀ฏ؀؀  :  

  � ؀ฏ؀؀ଏฏฏ : ؀ฏ5ฏฏ؀  ‘؀  ‘؀ T’(  ฏฏଏฏฏฏ؀ฏ؀؀ฏ؀  (One Sample T test �    k؀ฏฏ� ( ؀ฏ�ฏ � ฏฏ؀ฏ 7ฏ؀ฏฏ ؀؀ฏ3  

ฏฏ؀ฏฏ؀ 7ฏ؀ฏฏฏ؀ k؀3؀؀)�ฏ ؀ฏ�ฏฏ ฏฏ ؀ฏ�ฏฏ؀ ฏฏฏฏ ؀ଏฏ,   ؀؀ฏ5ฏ ฏฏฏ�؀ฏ�ฏฏฏ؀؀؀ ؀ฏฏฏ؀ �ฏฏฏฏฏฏ؀ 7ฏ؀ฏฏฏ؀ �  

  

  



ฏฏฏฏ؀: ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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�؀ฏ؀�؀؀؀ฏ03�.01:(���؀ฏ'ฏฏ؀�ฏฏฏฏฏฏ؀�؀؀(5ฏ��

�ฏฏฏฏฏ؀���؀؀ฏ'�Uฏ؀؀؀���Uฏ؀؀؀=���؀؀؀�ฏ���Uฏ؀؀؀�ฏ���؀؀ฏ'�Uฏ؀؀؀�ฏ��

�ฏฏฏ؀؀ฏฏ؀�ฏฏ؀؀��5��4��3��2��1��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26�

�؀ฏ؀�؀؀؀ฏ03�.02��:(ฏฏฏฏฏ��ฏฏฏฏฏฏ؀��ฏ؀ฏكل��؀ฏฏฏฏ؀؀ฏ�ฏฏ؀؀�

�ฏฏฏ؀؀ฏฏ؀�ฏฏ؀؀��]1,8-1]�]2,6-1,8]��]3,4-2,6]��]4,2-3,4]��]5-4,2]��

�ฏฏฏฏฏฏ؀��ฏ؀ฏ؀���؀ ؀؀ฏ�ฏฏฏฏฏฏ���ฏฏฏฏฏฏ��ฏ؀ฏ؀ฏฏ���ฏ5ฏฏฏ���؀ ؀؀ฏ�ฏ5ฏฏฏ��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26��

�����ฏ�ฏฏฏଏ؀�؀�؀ฏ�ฏ�؀�ฏ�ฏฏฏ���؀ฏ�ฏฏฏฏ؀�؀؀؀ฏ5ฏ�ฏฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀؀؀؀؀�؀ฏฏฏฏฏ؀�ฏฏฏ�؀)ฏฏ؀�؀ฏฏฏ�

�01-��k؀ฏฏ��؀؀ฏ5ฏฏ؀�؀؀ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀؀؀؀؀�؀ฏ5ฏฏฏ�ฏฏฏฏฏฏ؀�7ฏ؀ฏฏฏ؀�؀ฏ)�؀؀؀03��ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏฏฏฏฏ�؀؀ଏฏฏฏ��.�

02-����؀ฏ�ฏฏฏฏฏฏ؀�7ฏ؀ฏฏฏ؀�؀ฏฏฏ�؀ฏฏ�؀؀ฏ5ฏฏ؀�؀؀ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀؀؀؀؀�؀ฏ5ฏฏฏ�ฏฏฏฏฏฏ؀�7ฏ؀ฏฏฏ؀�؀ฏ)�؀؀؀01����ฏฏ؀

��؀ฏ�ฏฏ؀3����؀ฏ�؀ฏฏ؀���ฏฏฏฏฏฏ؀�7ฏ؀ฏฏ�؀ฏฏฏ؀�ฏฏ؀؀3����k؀ฏฏ��؀؀�ฏฏ؀؀5����؀ฏ�ฏฏฏฏฏ�؀؀؀ฏ؀�؀؀؀؀؀�؀ฏฏฏฏฏฏฏ�؀ฏฏ؀؀

���؀ฏฏฏฏฏ�ฏฏฏ�؀ฏ؀ฏ�ฏฏฏ؀�؀ฏ�ฏฏ؀�

����؀-؀ฏ�؀ฏฏฏ�؀ฏฏ�ฏฏฏฏฏฏ؀�7ฏ؀ฏฏฏ؀�k؀01����؀ฏ�ฏฏ؀�ฏฏ؀3����ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏฏฏ؀�؀ฏฏ�ฏฏ؀؀ฏ�ฏฏฏ����؀ଏฏฏ؀؀ฏ�؀ଏฏ�k؀

��؀؀ฏ5ฏฏ؀�ฏฏฏ�ฏฏฏฏฏ�؀ଏฏฏ؀؀ฏ�؀ଏฏ؀��



������ฏ؀�؀ଏฏฏฏ؀ฏฏ2؀كฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏكฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏل

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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؀ଏฏฏ؀؀ฏ k؀ ؀ ؀ଏฏฏ؀؀ฏ؀    ؀ฏฏฏ�ฏฏฏଏ؀ ؀ฏฏ ؀ฏฏฏฏฏ؀ ฏ؀ر؀د ฏฏଏฏฏ؀  در   5إฏى    7ฏ؀ฏฏฏ؀3 ؀ฏฏ ฏฏฏฏฏฏ؀ ؀ฏฏฏ ؀ฏ    -ب

 ฏฏ ฏฏฏฏฏى ฏ5ฏฏ؀ر؀  

ฏฏ؀د   ؀ฏฏฏ؀ر   ฏฏ  ฏฏฏฏฏ  7ฏ؀ฏฏ  ฏฏ�ฏ ฏฏ؀ر  ฏฏى  ฏฏฏฏฏฏ5د  ؀ฏฏฏ؀ر   ฏฏ  ฏฏฏଏฏฏ؀  ؀ฏฏ  ؀ฏ ฏ5ฏฏ؀ر؀   ฏ k؀ฏฏฏرଏฏب 

  ฏฏฏฏฏฏ؀ 7ฏ؀ฏฏฏر ؀ฏ5ฏฏฏ؀ ؀ଏฏ5 ؀ฏฏ� ฏฏฏฏ ؀ଏฏرฏ5ฏ ؀ଏฏฏฏଏฏ kرฏ�ฏฏ ر؀؀ฏฏฏฏ ฏฏ�ฏ ฏฏ؀ � ฏฏ 

3.2-  ฏฏ؀؀؀ฏ؀ ؀؀؀؀ ؀ฏ'ฏ؀؀ ؀ฏ  

 �؀ฏ5ฏฏد؀ ؀؀ฏฏر ؀ฏ5ฏฏฏ ฏฏฏଏ ب ؀؀ฏଏ ฏฏ؀ฏ؀ ฏฏ)ฏ ฏฏ ؀ฏ�ฏฏฏฏ؀ ฏฏฏ�ฏ دฏ5 

؀   ) ؀ฏ5ฏฏฏฏ؀؀ ؀ฏ 

  ؀ฏฏ ؀ฏ ؀ฏ�ฏฏฏฏد؀ ؀ฏ ؀ฏ دฏฏฏฏฏ5 ฏฏฏฏ؀؀ฏฏฏ�ฏฏ ؀ฏฏ؀ ฏฏ ؀ฏ�ฏฏฏฏ؀ ؀�ฏฏ ؀؀ ฏฏฏ دฏฏ� ฏฏدر؀ฏد؀ ؀د؀؀ ؀ฏ

�ฏد؀    ؀ฏ�ฏฏฏฏฏ  kرฏฏ؀ฏ؀ ฏฏฏฏฏฏ؀  ฏฏ؀د؀  ฏฏ؀؀؀؀ฏ�ฏฏฏฏ؀د؀  ฏ5ฏฏر؀؀   ฏฏฏد؀ฏ؀  ؀ฏฏฏฏ؀ ฏد؀   ؀  �؀ଏฏ)ฏฏฏ؀

 ؀ฏ�ฏฏฏฏ؀ر ؀ฏฏฏฏ 

� ؀؀ฏ  =؀ฏฏ؀ฏ؀ :  

  ؀؀ฏ ؀ฏ؀ ฏ)) ؀ฏ�ฏฏฏฏฏ5 ฏฏฏฏฏฏฏ lدฏ؀ ؀ฏଏฏฏ �ฏ؀ �؀ฏฏ؀ ؀�ฏ� ฏฏฏ ؀ฏ�ฏฏฏฏر؀ ؀ฏ5ฏฏ؀ ฏ5ฏฏฏฏ lدฏ ر؀)ฏ ىฏฏ ؀؀ฏ�؀

  ؀ฏ ددฏ ىฏฏ ฏ�ฏ؀ฏ؀ ฏฏ؀رฏ ฏฏ ؀ฏ�ฏฏฏฏر؀ ؀ฏ ؀ฏ �ฏ؀ฏฏฏ؀  ؀ฏ؀رฏ ؀ฏฏฏ؀ ؀ฏฏ ؀؀؀ฏ؀ ؀ฏ�ฏ؀ ฏฏฏฏฏ ؀ฏ ؀ฏฏ_؀ฏ؀

  ฏฏ؀د  ฏฏฏฏ  lدฏ؀؀ฏ�ฏإ  ฏฏฏฏฏ  k؀ฏ؀ ؀ฏฏฏฏر  ฏ5ฏر؀   ฏ)  ฏฏฏฏฏ  lدฏ  ؀ฏ  �ฏฏฏฏ؀؀  ฏฏଏدฏฏ  ฏฏ  ؀ฏฏ؀ر؀  ؀ฏ ฏฏฏฏฏ؀؀د؀ 

�ฏฏฏد؀ฏ؀ �ଏฏฏฏ؀ ฏฏدر؀ฏ؀ ฏ)ฏฏฏ ؀ฏ�ฏฏฏฏ؀؀ ؀ฏฏ lدฏ؀؀؀ฏ�ฏฏฏฏر؀؀ ؀ฏ5ฏฏ ฏ�ฏฏฏฏ؀  ฏฏฏ�ฏฏ؀  

 



ฏฏฏฏ؀: ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO "  
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� ؀؀ฏ ؀ฏฏฏฏ؀  ฏฏฏฏฏฏلا ؀ฏ ؀ฏ5ฏฏฏ : 

   ؀؀؀ฏ؀  ฏฏฏฏ  ฏฏฏ؀  ؀؀؀ฏฏ؀  �ฏฏฏ  l؀ฏ  ؀�ฏ�  ؀ଏฏ؀ฏฏ؀؀؀ฏ؀  ؀؀؀؀  ؀؀ฏ ؀�ଏฏฏฏ  ؀ฏ؀  ฏฏฏฏฏฏ؀  ؀ฏฏฏฏ؀  ؀؀ฏ ؀ฏฏฏ�

  ؀؀؀ฏฏฏ  ฏ�ฏฏฏ؀  ฏฏ؀؀ฏฏ5  ฏฏ؀؀؀ฏ؀  ؀؀؀؀  ؀؀ฏฏฏ  ؀ฏ  ؀؀ฏฏ  ฏ)  ¯ฏ5ฏ؀؀  l؀ฏ  ฏฏฏฏฏฏ؀  ؀ฏฏฏฏ؀  ؀؀ฏ  ؀ଏฏ�؀؀ฏฏଏฏ؀  ؀؀ฏ؀ฏ؀

؀ฏ�ฏฏฏฏ؀ ฏ5ฏ؀ฏ؀ ฏฏฏฏฏ ؀ฏฏฏ5 ฏฏฏฏ ฏ�ฏฏ؀�ฏฏฏฏฏฏ  ؀؀؀ฏฏฏ ฏ�ฏฏฏ؀ ฏฏ؀؀ฏ؀؀ ؀ ؀ฏฏฏ؀ ฏ) ฏฏ؀ ؀؀ଏฏ�؀؀ฏ؀ଏฏ� ¯  

  ؀ฏ  ฏฏ؀)ฏ  ฏ�ฏฏ؀ฏฏ؀  ฏฏଏฏ  ฏฏฏ  �ଏฏ؀ฏฏ  ؀ฏ�ฏฏฏฏฏ  ฏฏฏ؀؀ฏ؀  ؀ฏฏฏฏ؀  ؀؀ฏ  ؀ฏ  �ଏฏฏฏฏ؀  ฏฏ�؀ฏ؀؀�؀ฏ�ฏฏฏฏ؀132  

 �؀ฏฏ  

 �؀ฏ؀؀؀ ؀ฏ03  �03 (: ؀ฏ�ฏฏฏฏ؀؀ ؀ฏฏฏฏ ฏฏฏฏฏฏ؀ ؀ฏฏฏฏ؀؀ ؀ฏ  

�؀ฏ5ฏฏฏฏ؀�؀؀ฏฏฏ����ฏ'ฏ؀ฏ؀�ฏฏฏฏฏ���ฏฏଏฏฏฏ؀��

�؀؀ฏฏฏ؀؀؀ฏ؀�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀����0,507؀=������؀؀؀ฏฏฏ��ฏ'ฏ؀؀�؀ฏ؀ଏ��

�؀؀2؀ฏ؀�؀ฏฏ؀��ฏฏฏฏฏ؀�؀؀ฏฏฏ؀��0,249؀=������؀؀؀ฏฏฏ��ฏ'ฏ؀؀�؀ฏ؀ଏ��

�ฏฏ5ฏr���ฏ5ฏ؀؀ฏฏ؀0,1382���ฏฏฏ؀ฏ؀��؀ฏฏฏ�؀ฏฏ0,05���ฏ�؀ฏ�ฏฏ؀؀؀131����؀���,–�1��=132�–�1��=

131���

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ'�ฏ'ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS�V26��

  ฏฏ؀؀  ฏฏ؀؀ฏ5ฏฏ  ฏฏฏฏ؀  ؀؀ฏฏฏ؀  ؀  ؀ฏ�ฏฏฏฏ؀  ؀؀ฏฏฏ  ؀ฏ  ؀؀ฏฏ  ฏฏฏ  ؀؀ฏ؀ଏฏ  ؀ฏฏฏฏฏ  ؀؀؀ฏฏ؀  ؀ฏฏ  ؀ฏ  ؀ฏ؀ฏ

  ฏฏ�ฏ  ؀ଏฏ؀ฏ�ฏฏฏฏ؀Rฏฏ�ฏ  ؀ฏ  ؀ฏฏ؀  �ฏ5؀ฏฏฏฏ؀r  ฏฏฏ؀ฏ؀  l؀ฏฏฏ  ؀ฏฏ  ฏ�ฏ؀؀ฏฏ؀0�05    ฏฏ؀ฏฏ  ؀؀ฏฏฏ  ؀ฏฏฏฏ  ฏฏฏ؀

 �ฏฏฏ�ฏฏ ؀ฏฏ؀ ฏฏฏ؀ฏฏฏฏฏ؀  

 



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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 : ؀ฏ5ฏฏฏฏ؀  ؀ฏ'ฏ  ) ب

   ؀ฏฏ  ؀ฏฏ؀؀؀ฏ  ؀ฏ  ؀ฏฏ؀  ؀ฏ�ฏฏฏฏ؀  ฏ�؀؀ฏ  ؀؀ฏฏ؀  ؀ฏ  ฏฏฏฏ  ฏฏ  ฏฏଏฏฏฏ؀  ؀ฏฏ  ฏ؀ฏฏ  ฏฏฏ؀  ฏ5  ؀ฏฏ�  ؀ฏ�ฏฏฏฏ؀  ؀ฏ5ฏ

  ฏ)ฏ5  ฏฏ؀ଏଏฏฏ  ؀؀ฏ؀  ؀ฏ�ฏฏฏฏ؀  ฏฏฏฏฏ  ฏฏ  ؀؀؀ฏฏฏฏ؀  ฏฏฏ�  ؀ฏ�ฏฏฏฏ؀  ؀ฏ5ฏ  ؀؀  l؀ฏ؀  ؀؀ฏ5ฏ5  ؀؀؀ ؀̄؀ฏฏ؀؀  ؀؀؀؀ฏ؀

 ฏ ؀؀؀ฏ ؀؀ฏ؀ฏฏଏฏฏ؀؀؀ ؀ฏ؀ ฏฏฏ ฏฏฏ�؀؀ฏ ؀؀ฏฏ؀ ؀ฏ ؀ฏ ฏฏ�ฏ؀؀ଏฏ) ؀ฏฏଏฏฏ ฏ�ฏฏ؀؀؀ ؀ฏฏ ؀ฏฏ ؀ 

�؀ฏ؀؀؀ ؀ฏฏ؀30 -40(ฏฏฏฏฏ ؀�ฏ : � ؀ฏ5ฏ؀؀ฏฏฏฏ؀ (Alpha de Cronbach 

Alpha de Cronbach  ฏฏ؀؀ฏ؀؀   ؀ฏฏฏ5ฏ؀  

0<α<0.6  

  

  

0.6≤α≤1  

�ฏฏ؀ฏฏฏ�؀ଏฏ��

��

��

�ฏฏ؀ฏฏฏ��

Hair�et�al(1998)�Nunnally�and�

Bernstein�(1994)�Fornell�et�

Larcker�1981))�Evrard�et�al�

(2009)Carricano�et�Poujol�

2008)��

؀؀ฏฏฏ؀�:�ฏฏ�)ฏ�ฏฏฏฏฏ؀ฏ،�)2018�؀ฏฏฏฏฏ�،ฏ؀؀؀ฏ)؀�؀؀ฏฏฏ��ฏଏฏฏ�ฏฏ؀ฏฏ�ฏฏ؀؀؀؀�،�k؀ฏ؀؀ฏฏ؀�؀ฏฏฏฏฏฏ؀�؀؀ฏฏ�ฏฏฏ�k؀؀ฏ؀�؀؀ฏฏ�؀ଏฏฏฏ���،(��

- �:ฏฏฏฏฏ؀�؀؀؀ฏฏ؀�ฏฏ�؀ଏฏฏ�؀ฏ�ฏฏ)�؀ฏ5ฏ؀؀)�ฏฏฏ؀�ฏฏฏฏฏ�؀ฏฏ�؀ฏ،�ฏฏ؀؀؀ฏ؀�؀ฏ�ฏฏฏ؀�؀ฏ5ฏ�؀ฏ��ฏฏฏฏ؀�؀ฏ�؀ฏ؀�

��

��

��



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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��؀ฏ؀�؀؀؀ฏ03��.05�(:�؀ฏ5ฏ�؀؀)�ฏฏฏ؀�ฏฏฏฏฏ�

  ฏฏฏฏฏ ؀لفฏ )ر؀ ؀ฏ'ฏ   ال؀ฏฏฏر  عدد الفقرات 

11  ؀؀ฏ؀�؀؀ฏฏฏ؀��0,806��

12  ฏฏฏฏฏ؀�؀؀ฏฏฏ؀��0,787��

22  �؀ฏ�ฏฏฏฏ؀�؀؀؀ฏ5ฏ�ฏ�ฏฏ��0,965�

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26�

ฏฏد؀؀ ؀عฏ؀ الฏฏ ؀ฏ �ฏฏฏ : 

���؀ଏฏ�؀؀؀؀ฏฏ�؀ฏ�ฏฏฏฏ؀�؀؀ฏฏฏ�ฏฏฏ�؀ฏ5ฏ؀؀)�ฏฏฏ؀�ฏฏฏฏฏ� ؀؀؀0.806-0.787�ฏฏฏฏฏ�؀ฏ؀�؀(؀ฏฏฏฏ؀ฏ�؀ฏฏฏฏฏ�ฏฏ؀��

��ฏฏฏ �؀ฏ�ฏฏฏฏ؀�؀؀؀ฏ5ฏ�ฏ�ฏฏฏ �ฏฏฏ؀0.965��؀؀ฏ؀�ଏฏฏ؀؀؀ฏ؀ �؀؀؀؀ �؀؀�ฏฏฏ�؀؀���ฏฏฏฏ �ฏฏฏ �ฏฏฏ�ฏฏฏฏฏଏ�ฏฏฏ�؀ଏฏ)�؀ฏ5ฏ �؀؀؀

�.ฏฏฏฏ�ฏ؀ฏ�؀ฏ5ฏฏ؀؀�ฏฏ؀؀؀ฏ؀�ฏฏฏฏฏ�؀ଏฏฏฏ؀�ฏଏฏฏฏฏ�ฏฏଏฏฏฏ؀�؀ฏ�ฏฏฏฏ؀�ฏฏฏ5��

� �؀ଏฏ �ฏฏ �؀؀؀؀ฏฏ؀؀ฏ5ฏ؀؀)�ฏฏฏ؀ �؀ฏ5ฏฏ؀ �ฏฏฏฏฏ �؀؀0-1��ฏฏฏ)؀؀؀ฏฏ�؀ฏ5ฏ �؀؀ฏ؀�ฏฏฏ �؀ฏ؀ �؀؀ �؀ฏ؀؀ฏ؀ �؀ฏ�؀؀ฏฏ؀ �ฏฏฏ)؀؀�

�؀ฏฏ؀�؀؀؀؀؀ฏ5ฏ�؀؀ฏ؀�؀؀ฏ�ฏฏฏ�؀؀�؀ฏฏฏ؀�؀ฏ�؀؀ฏฏ؀��؀ฏ�؀ฏ5ฏ؀؀)�ฏฏฏ؀�ฏฏฏฏฏฏ�ฏ�ฏฏ��ฏฏฏฏ؀�ฏฏ؀ฏ؀0.6�.��

� �؀؀؀؀�؀؀�ฏฏฏฏฏฏ�ฏฏฏ؀��ฏฏ؀�ฏฏฏ؀؀ฏฏ�ฏ�ฏฏ�ฏฏ�ฏฏฏฏฏ؀�ฏฏ؀ฏฏ�ฏฏ�ฏฏ؀؀؀ฏฏ؀�ฏฏ)ฏฏฏ؀�ฏฏฏฏฏฏฏ�ฏฏฏ؀؀ฏ؀�ฏฏฏ؀�ฏฏ؀؀؀ฏ؀

�؀ฏ�ฏฏ؀)ฏฏ؀؀�ฏ�ฏฏฏ؀�ฏฏ؀؀؀ฏ؀�ฏฏଏฏ�ฏฏฏ��ଏฏ؀ฏฏฏ�؀؀ฏฏฏ132��.�؀؀ฏฏฏฏ؀�؀ฏฏ�

  : الدฏฏ5راฏฏ ฏ5ฏراد عฏฏଏ الدراฏฏعر؀ ؀ ฏଏฏฏฏ الଏฏฏฏرات  -4.2

؀:   ) ؀ฏฏر الଏฏฏฏ ؀ฏฏ ฏฏଏฏراد الฏ؀ ฏ�؀؀ฏ 

  

  



ฏฏل؀: الفฏฏ؀ الฏฏ؀ ฏฏع ฏ5ฏر؀ฏฏلฏا ฏฏ؀؀ฏฏال ฏฏฏฏر الଏฏฏฏ؀ฏฏ2؀      

 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO����
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��؀ฏ؀�؀؀؀ฏ������6��:؀ฏฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

�؀ฏฏฏ؀���؀؀؀ฏฏฏ؀����ฏ5؀ฏฏฏ؀�ฏ'ฏฏฏ؀%��

؀)؀��72��%�54,5�

�ฏฏฏ؀��60��%�45,5�

�؀؀ฏฏฏฏ؀��132��100%��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26��

ฏฏฏฏฏ؀ �؀؀؀ฏฏ؀ �؀ฏ�ฏฏฏଏ����؀ฏฏฏ ؀(�؀؀ฏ؀ �ฏ5ฏฏ �؀؀�54.5��؀ฏฏฏ؀ �ฏ5ฏฏ؀ �%45.5��ฏฏ؀؀؀ฏ؀ �ฏฏଏฏ�ฏฏฏฏฏ؀ �؀ฏ�%

��ฏฏ�؀ฏฏฏ؀(؀؀�؀؀ฏ؀�؀ฏ�ฏ)�؀؀ฏฏฏ�ฏฏฏ�؀؀ฏ�؀ฏฏฏ؀�ฏ؀ฏ؀.k؀(؀ฏ؀�ฏ5ฏ؀ฏ؀�ฏฏଏฏฏ�؀ฏฏ��ฏฏ؀؀؀ฏ؀�ฏฏଏฏ�؀؀؀ฏ؀�؀؀�ฏฏฏฏ5

�ฏଏฏฏ؀�؀؀؀ฏ؀�؀؀؀ฏฏ�ฏฏฏฏฏ؀�ฏ�ฏฏฏฏ؀�؀؀ฏ؀؀ฏ؀�ฏฏฏ؀ฏ�ฏฏ�؀ฏ؀�k؀؀ฏ؀�؀ฏ؀ฏ؀؀؀�؀؀؀ฏฏ؀�؀ฏ�ฏ)�؀ฏฏฏ��ฏฏฏ؀؀�ฏ)ฏฏ؀�ฏฏ�ฏ��

��؀ฏ؀�ฏ)ฏฏ؀03��.01���؀ฏฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

��

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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 ฏ�؀؀ฏ ؀؀؀ฏ؀ ฏฏ ฏฏଏฏฏ؀ب ؀ଏฏฏฏ �؀ฏฏ؀   ) ب

��؀ฏ؀�؀؀؀ฏ03��.07�(:�؀ฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

�؀ฏฏ؀���؀؀؀ฏฏฏ؀����ฏ�؀ฏฏฏ؀�ฏ5ฏฏฏ؀%�

15-20  6�%�4,5�

20 - 29  ฏฏฏ  88�%�66,7�

30 - 39  ฏฏฏ  22�%�16,7�

40 - 49  ฏฏฏ 10�%�7,6�

  ؀ฏ50    ىฏ59إ   ฏ ؀ฏฏฏ 4�%�3,0�

60  ؀ฏฏ؀؀ ؀ 2�1.5%��

�؀؀ฏฏฏฏ؀��132��100%�

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26�

 �ฏฏฏ؀؀؀ ؀ฏฏ؀ ؀ฏ ฏฏฏଏ  

؀؀�؀ฏฏฏ�؀؀ฏฏي���ฏ؀ଏ_؀ฏฏฏฏฏ؀�l؀ฏ�ฏ�؀ฏฏฏ؀�؀ฏฏฏฏ؀��؀ଏฏ5  �  

��ฏ�؀ฏฏฏ؀�ฏฏฏฏ؀20��ฏฏ؀29��ฏ5ฏฏฏ�(66.7��؀؀ฏฏ��ฏฏ�%88��؀ฏฏ�،��ฏ�؀ฏฏฏ؀�ฏฏฏฏ؀�ฏฏଏฏฏ30��ฏฏ؀39��ฏ5ฏฏฏ�(16,7�ฏฏ�%

��؀؀ฏฏ�22����ฏ�؀ฏฏฏ؀�ฏฏฏฏ؀�ฏฏଏฏฏ،؀ฏฏ40-49��ฏ5ฏฏฏ�(7.6��؀؀ฏฏ��ฏฏ�%10����ฏ�؀ฏฏฏ؀�ฏฏฏฏ؀�ฏฏଏฏฏ،؀ฏฏ50-59��(

�ฏ5ฏฏฏ3�؀؀ฏฏ��ฏฏ�%4��؀ฏ�؀ฏฏ؀�ฏฏฏฏ؀�؀ଏฏฏي�؀ฏ؀،؀ฏฏฏ؀60��ฏ5ฏฏฏ�ฏฏฏ1.5�.�؀ଏฏฏฏ�؀؀ฏฏ��ฏฏ�%��



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏى ؀ฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      
 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO����
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� � �؀ฏ �؀؀ฏฏฏฏ؀ �ฏฏฏฏ؀ �؀؀ �Ìฏฏฏ �ฏฏฏ؀�������؀ฏฏ) ��؀ฏฏ؀����؀ฏฏଏฏฏ؀ �ฏ؀ฏ �ฏฏ �ฏ)؀ฏฏฏ �ฏฏฏ��ฏฏ �؀؀ฏ؀��ฏ)ฏฏ؀ �ฏ؀ฏ؀�

ฏฏฏฏฏ؀�:��

��؀ฏ؀�ฏ)ฏฏ؀��������:�؀ฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

��

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS�V�6�

����؀��ฏฏฏฏฏ؀�ฏฏ؀ฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ�

� ��؀ฏ؀�؀؀؀ฏ�����8�:ฏฏฏฏฏ؀�ฏฏ؀ฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

��

��

��

��

�ฏฏ5ฏฏฏฏ؀��؀ฏฏฏฏ؀��؀؀؀ฏฏฏ؀����ฏ5؀ฏฏฏ؀�ฏ'ฏฏฏ؀%�

��ฏ�؀؀ฏฏ('ฏ؀�؀؀ฏฏฏ�ฏฏฏ�ฏฏฏฏฏ�؀؀���ฏฏ؀�����%�15,��

��؀ฏฏฏ5ฏฏ؀�؀؀ฏฏฏ�ฏฏฏ�ฏฏฏฏฏ�؀�؀���؀ฏฏฏฏฏ؀�����%�68,��

�ฏ؀؀؀ฏ(؀ฏ؀�؀؀ฏฏฏ�ฏฏฏ�ฏฏฏฏฏ�����%�15,��

�؀؀ฏฏฏ�ฏฏฏ�ฏฏฏฏฏ؀؀ฏ5ฏ؀؀ฏ����%1,5�

؀؀ฏฏฏฏ؀��1���1��%�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26�

���ฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏ�ฏฏฏଏ�؀ฏฏฏ؀؀ฏฏ���؀ଏฏ5�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏฏ��

��ฏ5ฏฏฏ �ฏฏฏฏฏ؀ �ฏฏ؀ฏฏ؀ �؀ଏฏฏฏฏ؀ �؀ฏฏ������ �ฏ5ฏฏ_؀؀ฏฏ؀ �؀؀ �ฏ�؀؀ฏฏ)5ฏ؀ �؀؀ฏฏฏ �ฏฏฏฏฏฏ���������؀؀ฏฏฏ �ฏฏฏฏฏฏ

��ฏ5ฏฏฏ�؀�؀؀ฏฏฏฏฏ؀�؀؀�؀ฏฏฏ�ฏฏ؀���������ฏ5ฏฏ_؀�؀ฏ؀؀؀ฏ)؀ฏ؀�؀؀ฏฏฏ�ฏฏฏฏฏฏ�����؀ฏ؀�؀؀ฏ�ฏ؀؀ฏ�؀؀ฏฏฏ�ฏฏฏฏฏฏ��

��ฏฏฏฏฏ؀�ฏ)ฏฏ؀�ฏฏฏ؀ଏ�ฏฏ��

��؀ฏ؀�ฏ)ฏฏ؀�����������ฏฏฏฏฏ؀�ฏฏ؀ฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS�V���

���؀�؀ฏฏฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��ฏฏ5؀؀ฏ؀��

��

��

�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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�؀ฏ؀�؀؀؀ฏฏ؀03�.09:(�ฏฏ�؀؀ฏ؀�؀ฏฏฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ��

  

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26��

 ฏฏฏ؀  ؀؀؀ฏฏ؀  ؀ฏ  ฏฏฏଏ����ฏ5ฏฏฏ �ฏฏ�؀؀ฏ؀ �؀ฏฏฏฏ؀ �؀ଏฏฏฏ �؀ฏฏ �؀؀ฏ؀؀ฏଏ �؀ଏฏ5 �ฏฏଏฏฏ؀ �؀؀؀ฏ؀ �ฏฏ �؀؀ฏฏ �؀ฏฏฏ:

14.4��ฏ5ฏฏ_؀ �؀ฏฏฏ �؀؀؀ฏ ��47.7��ฏ5ฏฏ_؀ �؀ฏฏฏฏฏ �؀ฏฏ؀ �؀؀ �؀ଏฏฏฏ ��34.8��؀؀ �ฏ؀؀ฏ �ฏฏฏ �ฏฏฏฏฏ ��

�ฏ5ฏฏ_؀؀ฏฏฏฏ3�ฏฏฏฏฏ���:ฏฏฏฏฏ؀�ฏ)ฏฏ؀�ฏฏฏ؀ଏ�ฏฏ)؀؀ଏ؀ฏฏฏฏฏ�ฏฏฏ��

 ฏฏฏฏฏ؀= ؀ ฏฏ؀ CSP ؀ฏฏฏฏฏ ؀ฏ؀؀؀     ؀ฏฏฏ؀    ฏ5؀ฏฏฏ؀ ฏ'ฏฏฏ؀% 

 ฏฏฏ ؀؀؀ฏ  19 % 14,4 

 ฏฏฏฏฏ ؀ฏฏ؀ ؀؀ ؀ଏฏฏฏ  63 % 47,7 

 ฏฏฏฏ ؀؀ ฏ؀؀ฏ  46 % 34,8 

 ؀ฏฏฏฏฏ  4 % 3,0 

 ؀؀ฏฏฏฏ؀  132 100% 



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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��؀ฏ؀�ฏ)ฏฏ؀����������ฏฏ�؀؀ฏ؀�؀ฏฏฏฏ؀�؀ଏฏฏฏ�؀ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�؀؀ฏ

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS�V26�

�ฏฏ؀؀؀���ฏଏฏฏฏ؀�ฏฏฏฏฏฏ؀�ฏฏฏฏฏ؀�ฏฏฏฏฏ'�؀؀؀؀��ฏฏଏฏฏ؀�؀؀؀ฏ؀  

�-1����؀ଏ؀ฏฏ��؀ฏ5(؀ฏฏ��؀؀؀ฏ؀�ฏฏଏฏฏ؀�؀ฏ�؀ฏฏ�؀ฏฏ؀؀؀�؀؀ฏ�؀؀؀ଏฏฏฏ��ฏฏ؀؀؀ฏ؀��

1�1��- �ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�(E_WOM)�

�؀�(  ��ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏ؀؀ฏ�ฏฏฏฏ�؀؀ฏ�؀؀؀ଏฏฏฏ�ฏଏฏฏฏ�

��

 

  

  

  



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO �  
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��؀ฏ؀�؀؀؀ฏ03��.10:(�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏ؀؀ฏ�ฏฏฏฏ�؀؀ฏ�؀؀؀ଏฏฏฏ�ฏଏฏฏฏ�

��ฏฏฏ�؀؀ଏฏ؀�ฏฏ�ฏ5ฏฏฏ�؀ฏ؀ฏ؀�؀ฏ�؀(

�؀ฏ؀ฏฏฏ؀��

�؀؀؀ฏฏฏ؀����ฏ5؀ฏฏฏ؀�ฏ'ฏฏฏ؀%�

�؀؀ଏฏ؀�ฏฏ�ฏฏฏฏ�؀ฏ�ฏฏ؀�12�9,2%�

�؀؀ଏฏ؀�ฏฏ�؀؀ฏ؀؀�ฏฏฏฏ�19�14,5%�

��ฏฏ�؀ฏฏฏฏ�؀ฏฏ؀�؀ଏฏฏฏฏ�؀ଏฏ�ฏฏ

�؀؀ଏฏ؀�

45�34,4%�

�؀؀ଏฏ؀�ฏฏ�؀ฏฏฏฏ�؀ฏ؀�ฏ2؀؀�؀ଏฏ�ฏฏ�23�17,6%�

؀؀ଏฏ؀�ฏฏ�؀ฏฏฏฏ�؀ฏ�؀ฏ�؀ฏฏ؀�32�24,4%�

�؀؀ฏฏฏฏ؀�132�100,0%�

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26��

؀؀؀ฏฏ؀�ฏฏ؀ଏ��:�

��؀؀ฏฏ �ฏฏ؀ �(؀ฏฏฏฏ �؀ฏฏ؀ �؀ଏฏฏฏฏ �؀ଏฏ �ฏฏ� �ฏฏ �ฏฏฏฏฏฏฏ؀ �ฏฏ؀؀ฏฏ؀ �ฏฏ؀؀ฏ �؀ฏฏฏฏฏ؀ �؀؀ฏฏฏ �ฏ5ฏฏ �؀ฏฏ؀ �؀؀

؀؀ଏฏ؀�ฏฏ�؀ฏฏฏฏ�؀ฏ�؀ฏ�؀ฏฏ؀���32����؀ฏ؀؀؀؀ฏฏ)�34.4��ฏฏฏ�؀؀؀ฏฏฏ��45����ฏ5ฏฏฏ�ฏฏଏฏฏ�؀؀؀؀ฏฏ24.4��؀؀؀ฏฏฏب

��ฏ5ฏฏฏ؀�ฏฏଏฏฏ17.6��؀؀؀ฏฏฏ�(؀؀ଏฏ؀�ฏฏ�؀ฏฏฏฏ�؀ฏ�ฏฏ؀�ฏ_؀؀�؀ฏ���23��؀�ฏฏ؀؀؀؀؀ฏฏ��ฏ�ฏฏฏฏ؀�ฏ5ฏฏฏ14.5��ฏฏฏฏ���



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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��؀؀؀ฏฏฏ ��؀؀ଏฏ؀ �ฏฏ �؀؀ฏ؀؀19����؀ฏ �ฏฏฏฏ؀؀ฏฏฏ؀ �؀؀ฏฏ �؀؀ฏฏ �؀ฏ؀؀؀؀؀ฏฏ1����ฏ5ฏฏ �ฏฏฏฏ9.2��ฏฏฏ �؀؀؀ฏฏฏ ��12��

��ฏฏฏฏฏ؀�ฏ)ฏฏ؀�ฏฏฏ؀ଏ�ฏฏ)�؀ฏ5ฏฏ�ฏฏ؀�ฏฏฏ�؀؀ฏฏ�ฏฏฏฏ�؀ฏ�ฏฏ؀��؀؀؀ฏฏฏ؀�ฏ5ฏฏ�؀؀�Ìฏฏฏ؀؀؀؀ฏฏ��

��؀ฏ؀�ฏ)ฏฏ؀03��.05���ฏฏ؀؀ฏ�ฏฏฏฏ�؀؀ฏ�؀؀؀ଏฏฏฏ�ฏଏฏฏฏ�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀��

��

��

��

��

��

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26��

� ��ฏฏف��ฏฏفฏฏ5�؀ฏฏ_؀ฏ؀�؀؀�؀ฏฏ�؀؀�ฏฏฏ؀�؀؀ฏฏ�؀؀في��ฏฏ؀�ฏฏ؀؀ฏي�ฏฏฏฏฏฏ؀�ฏฏ�.�

  :  ฏฏฏฏOppo  اฏฏฏدا؀ ؀ฏଏ فฏฏ5 اฏฏଏฏฏ أفراد ฏ؀ฏฏฏ؀ أ ) 

 

 

 

��



ฏฏฏฏ؀: اฏฏฏฏ؀ اฏ؀ف ฏฏฏ ฏ5ฏر؀ฏฏฏฏا ฏฏ؀؀ฏฏฏا ฏฏฏฏฏر اଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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��؀ฏ؀�؀؀؀ฏ03��.11:(�ฏ�؀ฏฏฏ؀ฏฏଏฏฏ؀؀؀؀ฏ؀�؀ฏଏฏฏ�ฏ��ฏฏฏฏ�؀؀؀ฏฏฏ؀Oppo�

ฏฏฏฏ�؀؀ฏฏฏฏ�ฏฏOppo؀ฏ5ฏฏฏ���؀؀؀ฏฏฏ؀����ฏ5؀ฏฏฏ؀�ฏ'ฏฏฏ؀%�

؀ฏฏ�132 60% 

           %40 �88لا

؀؀ฏฏฏฏ؀�220 100,0% 

 ฏฏฏฏ؀ฏ ؀ฏฏ؀ฏฏ ฏฏฏ ؀ฏฏฏฏฏฏ5 ฏ5ฏฏ؀ฏ؀؀؀ ؀ฏ؀ ؀ฏ �؀؀ฏฏฏ؀SPSS.V26 

-   � Ìฏฏฏ ฏฏฏ؀؀؀ ؀ฏฏ؀ ؀ฏฏ ؀ฏ  

 ฏ؀ฏ؀ฏฏฏ�  ؀ฏฏ؀ k؀ ؀ฏฏଏฏฏ5 ؀ฏฏฏฏฏ؀ ؀ฏฏ) ฏฏଏฏฏ؀؀؀ ؀ฏ؀؀ ؀  ฏฏฏฏOPPO    ฏ5ฏฏฏ60  ؀؀ฏฏ� ฏฏ %132   ฏฏฏଏฏ؀؀؀ ؀ฏฏ

 ฏ5ฏฏ40ฏ؀ฏ؀ฏฏฏ� ฏ ؀ฏฏ؀ k؀ ฏ�ฏฏฏ ؀ฏฏฏฏฏ؀ ؀ฏฏ) %؀؀  هฏฏ� ฏฏ88  .؀؀؀ฏฏ 

�  ฏฏฏฏ ؀؀ฏฏฏ� ฏฏଏฏฏ؀؀؀ ؀ฏ؀ ฏ�ฏฏฏ؀؀ ؀ ฏฏฏฏฏฏ هฏฏ؀0ppo ؀ฏ ؀؀ฏฏฏ ฏฏฏฏ؀؀؀ ฏฏଏฏ ฏฏฏฏฏฏ5؀132 ؀؀؀ฏฏ. 

��:��؀ฏଏOppo)��ฏฏฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�ฏ5ฏ5ف�ฏฏଏฏฏ؀��ฏฏ5أف؀ฏฏฏ؀ฏ�؀؀؀ب�)�

��

��

��

�



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏ؀ف�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏ؀لا�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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��؀ฏ؀�؀؀؀ฏ03��.12:(�ฏ؀؀؀ฏ؀�؀ฏฏฏ؀�ฏฏଏฏฏ؀�؀ฏଏฏฏ�ฏ�؀؀ฏฏฏ؀�ฏ�ฏ�)على����ฏฏฏฏOppo�

��؀ฏฏ؀ �=؀ฏ؀ �؀ฏฏฏ؀ �؀ฏ �ฏฏฏ��؀؀؀ฏ

�ฏฏฏฏOPPO��

�؀؀؀ฏฏฏ؀���ฏ'ฏฏฏ؀��

�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏฏฏ؀�؀ฏฏ5ฏฏฏ��66  50% 

�؀؀ฏฏฏ؀�؀�؀ฏฏ؀ฏฏ؀�؀ଏ؀ฏ��46  35%  

ฏฏฏฏฏ؀� �؀ฏฏฏฏ� �ฏฏฏฏฏฏ,��؀ฏฏฏฏ؀

��ฏ؀خ��.……ฏ؀ط؀ق�

20  15%  

 ؀؀ฏฏฏฏ؀  132�100%��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ'�ฏ'ฏฏطฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26��

Ìฏฏฏ ฏฏฏ؀؀؀ ؀ฏฏ؀ ؀ฏฏ ؀ฏ : 

 ؀؀50%  ؀؀ฏฏ ฏฏଏฏฏ؀؀؀ ؀ฏ؀ ؀ฏ�ฏฏฏฏ�ฏฏฏOPPO��؀ฏฏ�؀ฏ  ฏฏฏฏฏฏฏ؀ ฏฏ؀؀ฏฏ؀ ฏฏฏฏ؀ ؀ฏฏ�ฏฏฏ  

 ؀؀ฏฏ� ฏฏ566   ฏ5ฏฏฏ ؀؀ฏฏฏ؀ ؀ ؀ฏฏ؀ฏฏ؀ ؀ଏ؀ฏ ؀؀ฏ5ฏ ฏฏଏฏฏ ؀؀؀ฏฏ%35  ؀؀ฏฏ� ฏฏ46   ฏ5ฏฏฏ ؀ଏฏฏ؀ ฏฏ؀؀؀ ؀ฏฏ  

15%  ؀؀ฏฏ� ฏฏ ؀ฏฏฏฏฏ؀ ؀ฏฏฏฏ؀؀ ؀ฏ5ฏฏ ฏฏฏ؀؀ฏฏ؀20 ؀؀؀ฏฏ. 

ฏฏฏฏฏฏ ฏฏฏ؀  : 



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏط؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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� �؀ฏ5�؀؀؀ଏ�؀ଏ_؀ฏฏฏฏฏ؀�؀ฏฏ؀�؀؀�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏฏฏ؀�؀ฏฏ�ฏฏฏ���؀؀؀ฏ؀�l؀ฏ؀�؀ฏ؀�ฏฏ؀)�ฏฏ�ฏฏ�ฏ؀ฏ؀�؀؀ฏฏଏ

�ฏฏฏฏฏ�ฏ�؀ฏฏฏ؀�ฏฏฏ�؀؀ฏฏฏ�ฏฏฏ؀Oppo���؀ฏฏ؀؀�؀ฏฏ؀ฏฏ؀�؀ฏ�ฏฏฏ؀ฏฏ؀�؀؀�؀؀ฏฏ�؀ฏ5�ฏฏฏ�ฏฏฏ��؀؀ฏ�ฏฏฏ؀

ฏฏฏฏฏฏฏ�ฏ�ฏฏฏฏ�؀ฏฏฏ ؀؀؀�؀؀ฏ�ฏฏଏฏ؀�ฏ5ฏฏฏ5�؀؀ฏฏ)�؀ଏ؀ฏ؀�؀ଏଏฏฏฏฏ؀�؀ฏฏ_؀ฏ؀�.��

�:ฏฏ�؀�ฏ5ฏ؀ฏ؀ฏدا�ฏ5ฏا�ฏฏฏฏฏا�ฏฏ؀؀ฏฏฏاฏฏฏฏر�؀ฏଏ�ฏ5ฏ؀ف��ฏฏ5ا��ฏฏଏฏฏأفراد����ฏฏฏ؀ฏت�ت

�؀ฏ؀�؀؀؀ฏ03�.13:(���؀ฏଏ�ฏฏ�ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ�ฏ؀؀ฏฏ�؀�ฏ�ฏ؀ฏ؀ฏ��

ا����ฏ'ฏฏฏاฏฏฏرار���اฏ'ฏฏرات���

��ฏ5؀ฏฏฏا%��

1����ฏฏฏ�؀�؀ฏرفฏ�؀أଏ؀ฏ�؀اฏฏฏฏ�؀اฏ��ฏت�فฏฏ؀ฏฏฏ�ฏฏฏ�؀؀ฏฏฏฏ�ฏฏฏأ

�اฏฏد؀�؀ฏฏا�؀ฏฏ؀ฏأ�؀أفراد�اฏฏر؀

24�18,2%��

2���؀؀ฏฏฏฏ��ฏف�ฏฏฏ��؀�؀أฏا�ฏฏ؀اฏ�ฏฏฏد�؀ฏدر�؀اฏฏฏ�؀ฏت�ฏฏ؀ฏฏฏ�ฏฏฏ

�ا�ฏฏฏ�ฏ5ฏฏฏฏاฏฏฏฏدฏ5ت�أ�؀اฏฏدฏฏ؀ت�

16�12,1%�

أ�؀ฏ؀رأ=�ا�؀ฏฏฏฏا�؀ଏ؀ฏأฏرف�؀ฏأ�؀ฏ�؀ฏ؀ا'�؀ฏ�؀ฏاฏฏ؀ฏฏฏฏت�ฏฏر����3

؀ฏฏراฏฏا�ฏฏฏ� ؀؀ฏฏฏت�ฏرฏฏฏا�

25�18,9%�

4���؀ଏ؀ฏ�؀اฏฏฏฏ�؀اฏ�؀ฏ�؀ا؀ฏ�؀ฏت�أ؀ฏرฏฏฏر�اฏฏت�ฏฏ؀ฏฏฏฏ�؀اฏ�؀ฏ'أ

�أฏرفฏฏฏฏ�؀ฏد�ฏฏف�ฏاฏ5ฏฏฏر�

17�12,9%�



ฏฏฏฏ؀:�اฏฏฏฏ�؀اฏ؀ف�ฏฏฏ�ฏ5ฏر؀ฏฏฏฏا�ฏฏ؀؀ฏฏฏا�ฏฏฏฏฏر�اଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26��

؀؀؀ฏฏ؀�ฏฏ؀ଏ��:�

��ฏฏ؀ �ฏฏฏଏ �؀؀؀؀ฏฏ؀ �؀؀؀ฏ؀ �ฏฏฏ �؀ฏฏ؀ฏฏฏ �ฏฏฏ �؀؀ฏฏฏฏ �ฏ�ฏฏ �؀ฏฏ ؀_�؀؀ฏ؀ � ؀؀؀��؀ฏฏ �؀ฏฏ؀ฏฏฏฏ؀ �ฏฏฏ �؀؀ฏฏฏฏ �ฏฏฏฏ؀

��ฏ5ฏฏฏ �؀ฏ؀؀ �ฏฏଏฏฏ �ฏฏฏ �ฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀ �؀؀ฏฏ� �؀ฏ �؀ฏ؀ฏ؀ �؀ฏฏ �ฏฏ �؀؀ฏฏฏฏ؀؀ �؀ฏฏ؀ฏฏ؀ �؀ฏฏ �؀ฏ؀ �؀ฏ؀ฏฏฏ؀

37,9%��؀؀؀ฏฏฏ �؀50���� �؀؀ฏ5ฏฏ؀ �ฏฏଏฏଏ �؀ฏฏ؀؀؀ฏ؀ �ฏฏଏฏ �؀ฏ �؀؀ฏ����؀ฏ�؀ฏ5؀ �؀ฏ �؀ฏ؀؀ �؀ฏฏ؀ฏ؀ �؀ଏ؀ฏ؀ �؀ฏฏฏฏ؀ �k؀؀ �؀ฏ؀؀

ฏ �؀؀ฏฏฏ �؀ฏ؀ฏฏฏ؀ �؀ฏฏ �؀ฏฏ؀ฏฏฏฏ؀��ฏ5ฏฏฏ ��؀ฏฏ؀؀ฏฏ؀ �ฏฏ18,9%��؀؀؀ฏฏฏ �؀25��� �؀؀ฏ5ฏฏ؀ �ฏฏଏฏଏ �؀؀؀ฏ��ฏฏฏ �؀؀ฏฏฏฏ �ฏฏฏ؀

��؀؀ฏฏ؀�؀؀؀ฏ؀�؀؀�؀ฏฏ؀ฏ؀؀�؀ฏฏ؀ฏฏ؀�ฏฏฏ�؀�؀ฏฏ؀ฏ؀�؀ଏ؀ฏ؀�؀ฏฏฏฏ؀�؀ฏ�7ฏฏ�؀ฏฏ؀ฏฏฏ��ฏ5ฏฏฏ18,2%�؀؀؀ฏฏฏ�؀24���؀؀؀ฏ

����؀؀ฏ5ฏฏ؀�ฏฏଏฏଏ�؀�؀ଏ؀ฏ؀�؀ฏฏฏฏ؀�؀ฏ�؀ฏ؀؀�؀ฏ�؀ฏ؀؀�؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�؀ฏ5؀���؀ฏ�ฏฏฏ؀�ฏฏ�ฏฏ؀ฏฏฏฏ�؀ฏฏ؀ฏ

��ฏ5ฏฏฏ12,9%��؀؀؀ฏฏ؀�؀17����؀؀ฏ5ฏฏ؀�ฏฏଏฏ�؀�؀؀؀ฏ����ฏฏ؀؀ฏ�ฏฏฏ�؀؀ฏ؀؀�؀؀ฏฏฏ�؀ฏ�؀ฏฏ؀ฏฏฏ�ฏฏฏ�؀؀ฏฏฏฏ�7ฏฏ�ฏฏฏ؀

�ฏ5ฏฏฏ��؀ฏฏ؀؀ฏฏ؀�؀؀�؀ฏ�؀ฏฏฏฏ؀�ฏฏฏ�ฏ�ฏฏฏฏ؀�؀�؀ฏ؀12,1%��؀؀؀ฏ��ฏฏฏฏฏ؀�ฏ)ฏฏ؀�ฏฏฏ؀ଏ�ฏฏ)��

� ؀؀�ฏฏฏฏฏฏ�ฏฏฏ؀���ฏฏ؀ฏฏฏ�ฏฏฏ�؀؀ฏฏฏฏ�ฏ�ฏฏ�؀ฏฏ؀_�؀؀ฏ؀��ฏฏ؀�ฏฏฏଏ�؀؀؀؀ฏฏ؀�؀؀؀ฏ؀�ฏฏฏ�؀��؀؀ฏฏฏฏ�ฏฏฏฏ؀

��ฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀ �؀؀ฏฏ� �؀ฏ �؀ฏ؀ฏ؀ �؀ฏฏ �ฏฏ �؀؀ฏฏฏฏ؀؀ �؀ฏฏ؀ฏฏ؀ �؀ฏฏ �؀ฏ؀ �؀ฏ؀ฏฏฏ؀ �؀ฏฏ �؀ฏฏ؀ฏฏฏฏ؀ �ฏฏฏ

�ฏฏଏฏฏ�ฏฏฏ�ฏฏฏ؀؀���؀ฏฏ؀ฏฏฏฏ؀�؀ฏ�ฏฏฏ؀�ฏ)ฏ5�ฏฏฏ5�ฏ�ฏฏฏ�ฏฏฏ��

�

5���؀ฏฏ؀ฏฏ؀�؀ฏฏ�؀ฏ؀�؀ฏ؀ฏฏฏ؀�؀ฏฏ�؀ฏฏ؀ฏฏฏฏ؀�ฏฏฏ�؀؀ฏฏฏฏ�ฏฏฏ؀

ฏฏଏฏฏ�؀ฏฏฏ�ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�؀؀ฏฏ؀�؀ฏ�؀ฏ؀ฏ؀�؀ฏฏ�ฏฏ�؀؀ฏฏฏฏ؀؀.�

50�37,9%�

�؀؀ฏฏฏฏ؀��132�100,0%�



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO �  
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��؀ฏ؀�ฏ)ฏฏ؀03��.06:(�؀ฏଏ�ฏฏ�ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏ�ฏ؀؀ฏฏ�؀�ฏ�ฏ؀ฏ؀ฏ��

��

��

��

��

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26�

  :اฏฏฏฏرฏ5ฏ؀ اฏฏ؀؀ฏฏฏ اฏฏฏฏฏ  ฏ' ฏฏ5ฏ؀د ؀ฏଏ فฏฏ5  اฏฏଏฏฏ أفراد ؀ฏฏฏ؀ฏث ) 

��؀ฏ؀�؀؀؀ฏ03��.14:(�؀ฏฏฏ؀ฏฏฏଏฏฏ؀؀؀؀ฏ؀�ฏฏ�ฏ�؀ฏଏ�؀ฏ5�ฏฏ�ฏ؀�ฏฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏ�ฏ؀؀ฏฏฏฏ؀��

ا؀ฏ؀ฏ؀ฏฏฏ    اฏ'ฏฏرا؀   اฏرฏم 

 ฏ5ฏฏฏฏฏا  

  ؀ฏرافฏฏฏا

  اฏ5ฏฏฏر= 

1   ฏฏฏฏ را؀ฏ' ฏ5ฏฏฏ' ؀ฏฏ5ฏ دฏฏOPPO   ฏฏฏ �ฏد؀ فฏฏฏا ฏฏ

 ฏ5ฏฏฏฏ؀ اฏฏ5ฏฏฏฏا    

35 26,5% 

2   ฏฏฏฏ را؀ฏ' ฏ5ฏฏฏ' ؀ฏฏ5ฏ دฏฏOPPO   ฏฏฏ �ฏد؀ فฏฏฏا ฏฏ

 ฏ5ฏฏฏଏฏ؀ اฏฏ5ฏฏฏฏا 

28 21,2% 



ฏฏฏฏث: اฏฏฏฏ؀ اฏ؀ف ฏฏฏ ฏ5ฏر؀ฏฏฏฏا ฏฏ؀؀ฏฏฏا ฏฏฏฏฏر اଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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3   ฏฏฏฏ ؀؀؀ฏ' ฏ5ฏฏฏ' ؀ฏฏ5ฏ ؀ฏฏOPPO   ฏ( ฏฏฏ ؀؀ฏฏฏ؀ ฏฏ

 ฏ5ฏฏฏฏ؀؀ ฏ5ฏฏฏଏฏ؀ ؀ฏฏ5ฏฏฏฏ؀ 

69 52,3% 

 ؀؀ฏฏฏฏ؀  132 100,0% 

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26��

؀؀؀ฏฏ؀�ฏฏ؀ଏ��:�

��؀؀؀ฏ5ฏฏ؀ ��؀ฏฏ�؀ฏ؀_��؀؀(�؀؀ฏฏ �ฏฏฏฏฏ؀ �ฏଏฏฏฏฏ؀ � ؀؀؀ฏฏฏฏฏฏ؀��� �؀ฏฏฏ�؀ฏฏ�ฏฏฏ؀؀��ฏฏฏฏ�؀؀؀ฏ5�ฏ�ฏฏฏ5�؀ฏฏ�ฏ �؀ฏฏ

OPPO��ฏ�ฏฏฏฏ؀؀�ฏ�ฏฏฏଏฏ؀�؀ฏฏ�ฏฏฏฏ؀�ฏ)�ฏฏฏ�؀؀ฏฏฏ؀�ฏฏ�������ฏ5ฏฏฏ52,3%��؀؀؀ฏฏฏ�؀69������؀؀ฏ5ฏฏ؀�ฏฏଏฏଏ�؀؀؀ฏ��؀ฏฏ

��ฏฏฏฏ�؀؀؀ฏ5�ฏ�ฏฏฏ5�؀ฏฏ�ฏOPPO��ฏ�ฏฏฏฏ؀�؀ฏฏ�ฏฏฏฏ؀�ฏฏฏ�7ฏฏ�؀؀ฏฏฏ؀�ฏฏ���ฏ5ฏฏฏ26,5%��؀؀؀ฏฏฏ�؀35����ฏฏଏฏଏ�؀؀؀ฏ

����؀؀ฏ5ฏฏ؀��ฏฏฏฏ�؀؀؀ฏ5�ฏ�ฏฏฏ5�؀ฏฏ�ฏ�؀ฏฏOPPO��ฏ�ฏฏฏଏฏ؀�؀ฏฏ�ฏฏฏฏ؀�ฏฏฏ�7ฏฏ�؀؀ฏฏฏ؀�ฏฏ��ฏ5ฏฏฏ��21,2%��؀؀؀ฏฏฏ�؀

28�؀؀؀ฏ��ฏฏฏฏฏ؀�ฏ)ฏฏ؀�ฏฏฏ؀ଏ�ฏฏ)��

��؀ฏ؀�ฏ)ฏฏ؀03��.07�(؀؀؀ฏ؀�؀ฏฏฏ؀ฏ�ฏฏଏฏฏ؀�ฏฏ�ฏ�؀ฏଏ�؀ฏ5�ฏฏ�ฏ؀�ฏฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏ�ฏ؀؀ฏฏฏฏ؀��

��

�

�

�

��



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26�

 �؀ฏฏฏ؀ ؀؀؀ฏฏ؀ ฏฏฏฏฏ؀)   ฏฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ؀ฏฏฏ؀ฏ ฏฏ5ฏ؀ฏ5ฏ؀؀ฏฏฏฏ؀ ؀؀؀ฏ؀ ؀ฏଏ ฏฏ5ฏ ฏฏଏฏฏ؀ ج ) 

��؀ฏ؀�؀؀؀ฏ03��.15�(�؀ฏଏ�ฏฏ�ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏ�ฏฏ�ฏ؀ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀��(ฏฏฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏฏฏ؀��

؀ฏฏ؀؀ฏฏฏ؀    ؀؀؀ฏ'ฏฏ؀  ฏ؀ฏ؀م

 =؀ฏ5ฏฏฏ؀  

 ؀ฏ؀ฏ؀ฏฏฏ؀

 ฏ5ฏฏฏฏฏ؀  

ฏฏ5ฏT   �؀ฏฏฏ

ฏฏฏ؀ฏ؀ Sig  

 �؀ฏฏฏ

ฏฏฏ؀؀ฏฏ؀  

؀ଏฏ؀ฏฏ؀  

1   ؀ฏฏ؀ฏฏฏeWOM  ฏ'ฏฏฏฏ' ฏฏฏฏ

  ؀ฏฏ ؀؀(5 ฏฏ؀ฏฏ ฏฏ

 ฏฏฏฏOppo  ฏฏ؀؀ฏฏ �؀ฏ؀= ؀ฏ؀

 ฏ؀ฏฏฏ؀ฏ 

  

1,11482 3,8712 39,896 ,000  Uฏ؀؀ฏ  ىฏ؀ฏ؀  

2   ؀ฏeWOM  ىฏฏ ؀؀ฏฏฏ؀ ฏฏฏ(ฏ5 ؀

  ฏฏฏฏOppo ؀؀؀ฏ ؀ฏฏฏ؀ 

  

0,97086 
3,7045 43,839 ,000  Uฏ؀؀ฏ   ฏฏฏฏฏฏ؀  

3  ؀ฏeWOM  ىฏฏ ؀؀ฏฏฏ؀ ฏฏฏ(ฏ5 ؀

  ฏฏฏฏOppo    ؀ฏฏฏଏ =؀ฏ؀

 ฏ5ฏฏ ฏ(ฏ' ฏฏฏฏฏ5ฏฏ؀ 

  

1,01981 3,7576 42,333 ,000 Uฏ؀؀ฏ   ฏ5ฏฏฏฏ؀  

  1,03516 3,7777 42,022 ,000 Uฏ؀؀ฏ    

 ฏฏ5ฏT  �ฏ5ฏ؀؀ฏฏ؀1,645 ฏฏฏ؀ฏ�؀ ؀ฏฏฏ ؀ฏฏ0,05  ฏ�؀ฏ ฏฏ؀؀؀131     ,      ؀ � ฏ�؀ฏฏ؀ ฏฏ؀؀– 1  �132– 1   �



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏى ؀ฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  

 

 
94 

131  

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26� ���

- ���؀ฏฏ�ฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏฏ�؀ฏ�

��؀ฏ؀�؀؀ฏฏฏ؀�؀ฏฏฏ؀��1����ฏฏฏ�ฏฏฏฏฏ�7ฏ؀ฏฏ5�ฏฏ؀ฏ؀�ฏ5ฏ؀ฏฏ؀3.8712��ฏฏ5؀��ฏฏฏ�k؀ฏ�ฏฏ�؀؀؀ฏฏ1.1148�����ฏฏ)

��ฏฏ�ฏฏ؀�؀ฏฏฏT������ฏ5؀ฏฏฏฏ؀39.896����ฏฏ�ฏฏ؀�؀ฏ�؀ฏฏ؀�ฏฏ؀T����؀؀ฏฏฏ؀�ฏฏฏ��ฏฏฏ�؀ฏ�ฏ؀؀ฏฏ؀1�����ฏ�ฏฏฏฏ؀�ฏฏฏ؀�؀؀؀

��� �� �؀؀ฏ5ฏฏ؀ �ฏฏฏ �؀ฏฏฏฏฏ؀ �ฏฏฏ ��ฏ؀؀ฏ �ฏฏ؀�؀_؀؀ฏฏ؀ฏฏฏeWOM��ฏฏฏฏ��؀ฏฏ �؀؀(5 �ฏฏ؀ฏฏ �ฏฏ �ฏ'ฏฏฏฏ'

�ฏฏฏฏOppo���ฏ؀ฏฏฏ؀ฏ�ฏฏ؀؀ฏฏ��؀ฏ؀=�؀ฏ؀���".�

� �؀ฏ؀ �؀؀ฏฏฏ؀ �؀ฏฏฏ؀��3����� �ฏฏฏ �ฏฏฏฏฏ�7ฏ؀ฏฏ5 �ฏ�ฏฏฏฏ؀ �ฏ5ฏ؀ฏฏ؀3.7576��ฏฏฏ �k؀ฏ�ฏฏ �؀؀؀ฏฏฏ؀1.0198�����؀ฏฏฏ �ฏฏ)

��ฏฏ�ฏฏ؀T������ฏ5؀ฏฏฏฏ؀42.333����ฏฏ�ฏฏ؀�؀ฏ�؀ฏฏ؀�ฏฏ؀T����؀؀ฏฏฏ؀�ฏฏฏ��ฏฏฏ�؀ฏ�ฏ؀؀ฏฏ؀3����؀؀�k؀�؀ฏ�ฏฏฏฏ؀�ฏฏฏ؀�؀؀؀

�؀ฏ5ฏฏ؀�ฏฏฏ�؀ฏฏฏฏฏ؀�ฏฏฏ��ฏ؀؀ฏ�ฏฏ؀�؀؀_؀؀ฏฏ؀؀�؀�ฏ�ฏฏฏଏ؀�ฏฏଏฏฏ؀�؀؀؀؀ฏฏ�؀ฏฏฏฏฏ؀������؀�؀ฏeWOM��؀؀ฏฏฏ؀�ฏฏฏ)ฏ��؀

��ฏฏฏ��ฏฏฏฏOppo���ฏ�ฏฏ�ฏ)ฏ5�ฏฏฏฏฏ�ฏฏ؀�؀ฏฏฏଏ�k؀ฏ؀��.����

��؀ฏ؀�؀؀ฏฏฏ؀�؀ฏฏฏ؀��2�����ฏฏฏ�ฏฏฏฏฏ�7ฏ؀ฏฏ5�ฏฏฏฏฏฏ؀�ฏ5ฏ؀ฏฏ؀3.7045�����ฏฏฏ�k؀ฏ�ฏฏ�؀؀؀ฏฏฏ؀0.97086����؀ฏฏฏ�ฏฏ)

��ฏฏ�ฏฏ؀T������ฏ5؀ฏฏฏฏ؀43.839����ฏฏ�ฏฏ؀ �؀ฏ�؀ฏฏ؀�ฏฏ؀T����؀؀ฏฏฏ؀ �ฏฏฏ��ฏฏฏ�؀ฏ�ฏ؀؀ฏฏ؀2��؀؀�k؀��ฏ�ฏฏฏฏ؀�ฏฏฏ؀�؀؀؀

��ฏฏଏฏฏ؀�؀؀؀؀ฏฏ�؀ฏฏฏฏฏ؀������؀؀ฏ5ฏฏ؀�ฏฏฏ�؀ฏฏฏฏฏ؀�ฏฏฏ��ฏ؀؀ฏ�ฏฏ؀�؀؀_؀؀ฏฏ؀؀�؀�ฏ�ฏฏฏଏ؀�؀ฏeWOM��؀؀ฏฏฏ؀�ฏฏฏ)ฏ��؀

��ฏฏฏ��ฏฏฏฏOppo؀؀؀ฏ�؀ฏฏฏ؀�.���

� �؀؀�؀ฏฏ�ฏฏฏฏ�ฏฏฏ'؀�����ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�ฏฏฏฏ؀�ฏฏ؀ฏฏฏ5��ฏฏฏฏฏ؀�؀؀؀ฏ5ฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ؀�7ฏ؀ฏฏ��

��ฏฏฏ3,7777��؀ฏ5ฏฏฏ؀�ฏฏ�ฏ�؀؀؀�ฏ�ฏฏฏଏ؀�ฏฏଏฏฏ؀�؀؀؀؀ฏฏ�؀ฏฏฏฏฏ؀�؀؀�k؀�؀T�(�42.022�)����؀؀ฏ؀�ฏ�ฏฏฏฏ؀�ฏฏ؀؀

�.�ฏฏฏ؀ฏ�l؀ฏฏฏ5؀�؀؀ฏฏ؀؀ଏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏฏฏ�؀؀ଏ�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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2.1.3 - �؀؀2؀ฏ؀�؀ฏฏ؀ 

��:ฏฏ؀ฏ�ฏฏ  ฏฏฏฏOppo ؀ฏฏฏ؀ฏ؀ �ฏฏଏฏฏ؀�ฏฏ5ฏ�؀ฏଏ�ฏฏ؀؀أฏر؀د�؀ฏฏฏ؀ฏ  )�أ

 �؀ฏ؀؀؀ ؀ฏ03  .16:(ฏฏ؀؀ ฏฏ�ฏ ฏฏଏฏฏ؀؀؀ ؀ฏ؀ ؀ฏฏฏ؀ฏ ฏ؀ ฏฏ؀  ؀ฏ ฏฏ�ฏฏ؀ฏ  ฏฏฏฏOppo  

ฏฏ�؀درฏฏع�؀ر�ฏฏدฏฏฏฏ�

��ฏฏฏฏOppo 

�ฏฏฏ؀ر؀ر

  

�؀ฏฏฏ؀�

  

�؀ฏฏฏฏ62%����82ر                 ��

��                 20%����26رฏฏฏฏฏد�؀

ฏฏرر؀ଏฏ  24���%18                 ��

 ؀؀ฏฏฏฏ؀ 132�100%��

  ฏฏฏฏ؀ฏ  ؀ฏฏ؀ฏฏ  ฏฏฏ  ؀ฏฏฏฏฏฏ5  ฏ5ฏฏ؀ฏ؀  ؀؀؀ฏฏฏฏ:؀؀ฏฏฏ؀SPSS.V26                                                                        

�ฏฏฏأ��؀ ฏ ؀ଏฏ؀؀ ฏฏฏฏ؀؀ ؀ฏ� ฏฏ ؀ ؀ฏฏ_؀ฏ؀ ؀ฏฏ؀ ฏฏฏฏ ฏฏOPPO   ฏฏ؀ฏ؀ ؀ ฏ�؀ฏฏฏฏ5 ฏ؀ଏฏฏ ؀ ฏฏฏฏฏ؀ ؀ฏ؀ฏฏ ؀؀ฏ ؀

 ฏ5ฏฏฏ ؀ฏฏฏฏ ฏฏ؀ ؀ฏฏฏ ؀ ؀؀ฏฏ ؀ ฏฏฏฏฏ؀ ؀ฏฏฏฏฏ ؀ฏ5 ؀ฏ؀ฏ l؀ฏ ฏ)ฏฏ62  . % ฏฏฏฏฏ؀ ฏ)ฏฏ؀ ฏฏฏ؀ଏ ฏฏ ؀؀ฏ؀  

  

  

  



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏع�ฏ5ฏر؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏر�؀ଏฏฏฏ؀ฏฏ2؀������

 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO "  
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��؀ฏ؀�ฏ)ฏฏ؀03��.08:(ฏ�ฏ�؀ฏଏ�ฏฏ�ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏ��ฏฏฏ؀؀ฏ�ฏฏฏฏฏฏ؀�ฏฏ��ฏฏฏฏOpp��

��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26�

  ؀؀ฏฏ؀ฏฏ  ฏฏฏฏOppo ؀ฏฏ؀ฏ؀�؀؀؀ฏฏ؀)؀ฏฏฏ؀ฏ  ฏ5ฏ ؀؀؀ฏ؀ ؀ฏଏ ฏฏ5ฏ ฏฏଏฏฏ؀  ) ب

��؀ฏ؀�؀؀؀ฏ03��.17:(ฏ�ฏฏฏଏ�ฏฏ�ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏ(؀ฏฏ؀ฏ؀�؀؀؀ฏฏ؀�؀؀ฏฏ؀ฏฏ�ฏฏฏฏOppo�

 ฏฏฏฏฏ؀ل ฏ ฏฏฏ؀؀ฏي ؀5؀ฏ ฏ5ฏ ฏل

ฏฏ  ฏฏฏฏOppo�

 ؀؀؀ฏฏฏب ��؀ฏฏฏ؀��

ฏ5ฏ  ؀؀ଏฏي  ؀ฏ ฏฏฏ؀؀ฏ  لฏฏฏฏฏ؀��110  83%  

  ؀ฏ؀ฏ  ฏ5ฏ��22  17% لا

 ؀؀ฏฏฏฏ؀��132  100%  

�ฏฏฏ�ฏฏฏ �ฏฏฏฏฏ�ฏฏฏ ฏฏฏฏ�ฏฏฏ
0

10

20

30

40

50

60

70

80

90

ฏฏฏฏฏฏฏ



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26�

��؀ฏ؀�ฏ)ฏฏ؀03��.09��(؀ฏଏ�ฏฏ�ฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏ�ฏ�ฏ�ฏฏฏ؀؀ฏ�ฏฏฏฏฏฏ؀�ฏฏ��ฏฏฏฏOppo��

�

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS.V26 

Ìฏฏฏ ؀ฏ ฏ)ฏฏه ؀ฏ؀ أغلب أ؀  أعฏฏ_؀ฏ؀  ؀ฏଏ؀ฏ ฏ�ฏ  في ฏلฏ؀؀ฏ ฏฏฏฏฏฏ؀ ฏฏ  ฏฏฏฏOppo؀ฏฏذ؀  ؀ฏ ؀)ฏ�  ؀؀ أ؀ฏฏ 

 ฏلฏฏฏฏ ؀لاء هฏ�ฏฏ أ؀ �ฏ(؀ ؀ฏ؀لاء ؀ฏ ؀؀ฏฏ؀ ฏ؀ذ؀ ฏ؀؀ฏ ฏฏฏฏฏฏ؀لฏ في ؀ฏଏ؀ฏ ฏ�ฏ  ฏ؀ذ؀ଏ ؀ฏ؀_؀ฏฏ ع؀ฏ ฏ)ฏฏ ؀ฏ؀لاء أ؀

ฏ�؀ฏฏฏฏ؀ . 
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ฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏ�ฏฏฏฏฏ�ฏฏฏ ฏฏฏ�ฏฏฏฏ�ฏ

ฏฏฏฏฏฏฏ



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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 :  ฏ5ฏOppo ؀ฏଏ   ฏฏฏฏฏ ฏ5ฏ؀ฏฏ؀ ฏฏฏ؀ฏ  ฏฏ5ฏت ؀؀؀ฏ؀ ฏฏଏฏฏ؀ت ) 

��؀ฏ؀�؀؀؀ฏ03��.18:(�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ؀ฏ�ฏฏ�ฏ�؀ฏଏ��ฏฏฏฏฏ�ฏ�ฏ؀ฏฏ؀�ฏ�ฏOppo��:�

�؀؀؀ฏ'ฏฏ؀���ฏ5؀ฏฏฏฏ'ฏฏฏ؀؀�؀؀؀؀؀ฏฏฏ؀����ฏ؀ฏฏฏ؀�

ฏฏฏฏฏฏ؀��

�؀؀؀ฏฏฏ؀�

�=؀ฏ5ฏฏฏ؀��

�؀ଏฏ؀ฏฏ؀��

1��2��3��4��5��

1��2�

1.3%�

13��

9.7%��

15��

11.5%��

76�

58.1%��

26�

19.4%��

3,8538�0,8698��4��

2��3�

2.3%��

10�

7.2%��

21�

15.6%��

64�

49.5%��

34�

25.4%��

3,8838�

�

0,9468��2��

3��3�

2%��

11�

8.4%��

33�

24.9%��

42�

32.1%��

43�

32.6%��

3,8429�1,0391��3��

4��1�

0.7%��

3��

2.3%��

9�

7%��

63�

47.3%��

56�

42.7%��

4,2877�0,7529��1��

؀؀ฏฏฏم�؀ฏฏฏ؀�؀ฏ؀ฏ؀ฏฏฏฏ�ฏ5ฏฏฏฏฏ؀�؀ฏฏ؀؀ฏฏฏ؀؀��ฏ�؀ฏ5ฏฏฏ؀��3,9380��0,5562��ฏ5ฏฏฏ��

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26��



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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ฏฏฏ�ฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏ��:�

����ฏ�ฏฏฏฏฏ؀�؀ฏ؀ฏ؀ฏฏฏฏ�؀ฏฏ�؀؀ฏฏ5�؀؀؀ฏ5ฏ�ฏฏฏ)�ฏฏฏ�ฏ�ฏฏฏ�ฏฏ؀؀ฏ�؀؀ฏฏ؀؀ଏ�ฏฏଏฏฏ؀�ฏ�ฏฏฏฏ�؀؀�ฏฏฏ؀�؀؀؀ฏฏ؀�؀ฏ�؀ଏฏฏଏ

3,9380�����k؀ฏ�ฏฏฏ؀؀ฏฏฏ_؀��0,5562���.�� �

-ฏฏฏฏ�؀ฏฏฏฏฏ؀�ฏฏ�؀؀؀ฏฏฏฏ؀�؀ฏ�ฏ�؀�ฏฏฏฏฏฏฏ؀�؀؀ฏฏฏ؀�ฏฏ؀ฏ؀�ฏ5ฏ؀ฏฏฏ5�؀؀ฏฏOppo��ฏฏ؀ฏฏฏ؀�؀؀؀ฏฏฏ؀�ฏฏ�

���ฏฏฏฏฏ�7ฏ؀ฏฏ5�؀�4,2877����k؀ฏ�ฏฏฏ؀؀ฏฏฏ_؀��0,7529���؀ฏ�؀ฏଏ؀ฏ�؀؀ฏฏ�؀ฏ�ฏฏ؀؀؀ฏ؀�؀؀؀ฏ؀�؀؀�؀ฏฏ��؀؀ฏ؀��

��.؀ฏଏฏฏ�؀؀ฏฏฏ؀�ฏฏฏฏฏฏ�؀ฏฏ)�ฏฏฏ؀ฏฏ؀�ฏฏฏฏฏฏ5؀�؀؀ฏฏฏฏ؀�؀؀ฏฏ�؀ฏฏ؀ฏ؀�

-ฏฏฏฏ�؀�ฏฏ؀؀��؀�ฏฏฏฏฏฏฏ؀�؀؀ฏฏฏ؀�ฏ�ฏฏฏฏ؀�ฏ5ฏ؀ฏฏฏ5�؀؀ฏฏOppo�.�ฏฏ�ฏฏฏ؀�؀ฏ�ฏฏฏฏฏ��؀ฏฏ�kฏ�

���ฏฏฏฏฏ�7ฏ؀ฏฏ5�؀3,8838������k؀ฏ�ฏฏ�؀؀؀ฏฏฏ5؀0,9468���؀؀ฏฏ�ฏฏ؀؀؀ฏ؀�ฏฏଏฏ�؀؀؀ฏ؀�؀؀ฏฏ�ฏ�ฏ؀ฏ�؀ฏฏ���؀��

�؀ฏฏฏ�ฏฏฏ�؀ฏ5ฏ؀�ฏฏฏ�ฏฏฏଏ�k؀ฏ؀�ฏฏฏฏฏฏ؀�ฏฏฏฏฏฏฏ�ฏฏฏฏฏ5�؀ฏ؀؀ฏฏฏ�؀؀؀ฏ�ฏฏฏฏฏ؀��.�

�(�؀؀ฏ؀�k؀ฏ�ฏ.���ฏฏฏฏ�؀ฏฏฏ؀��؀�ฏฏฏฏฏฏฏ؀�؀؀ฏฏฏ؀�ฏฏฏฏฏฏ؀�ฏ5ฏ؀ฏฏฏ5�؀؀ฏฏOppo۔

����ฏฏฏฏฏ�7ฏ؀ฏฏ5�؀3,8429�ฏ_؀���ฏ���k؀ฏ�ฏฏฏ؀؀ฏ1,0391���؀؀ฏ�ฏฏ؀ฏฏ5�ฏฏ؀؀؀ฏ؀�ฏฏଏฏ�؀؀؀ฏ؀�؀؀ฏฏ�؀ฏฏ��؀؀ฏ؀�؀��

�؀ฏฏ؀�؀؀�؀ฏฏฏฏฏ؀ฏ�l؀ฏฏฏ�ฏฏ�؀ฏ)�؀ଏฏ5�؀ฏฏฏ5ฏ؀�ฏ�ฏฏฏฏ�ฏฏฏ�ฏฏ�؀؀؀ฏ�ฏฏฏฏฏ؀�.��

-��ฏฏฏฏ�؀؀؀ฏฏ�ฏฏฏ�؀؀ฏฏฏ؀�؀�؀ฏฏ؀ฏฏ؀�ฏ�ฏฏฏฏ�؀؀ฏ؀��؀�ฏฏฏฏฏฏฏ؀�؀؀ฏฏฏ؀�؀؀ଏฏฏ؀؀�ฏฏ5؀؀ฏ؀�ฏ5ฏ؀ฏฏฏ5�؀؀ฏฏ��ฏฏฏฏ

Oppoฏ�7ฏ؀ฏฏ5����ฏฏฏฏ3,8538����k؀ฏ�ฏฏ�؀؀؀ฏฏฏ5�؀��0,8698���ฏฏ�ฏ5�ฏฏ؀؀؀ฏ؀�ฏฏଏฏ�؀؀؀ฏ؀�؀؀؀؀؀�؀ฏฏ��؀؀ฏ؀�؀��

��.�ฏฏଏฏฏฏฏ؀�ฏฏฏฏฏ؀��



ฏฏฏฏ؀�:؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO����
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2.3-  ฏฏ؀؀؀ฏ؀ ؀ฏ5ฏ؀ฏ ؀ฏ'ฏฏ؀  

�) أ �ฏฏ؀؀؀ฏ؀ ฏฏ ฏฏ؀ฏฏฏฏฏ؀ ฏ5ฏฏฏฏฏ؀؀؀؀ ؀ฏ؀ ؀ ฏฏଏฏฏ؀؀؀ ؀ฏ؀ أฏฏฏ5ฏ ฏ�؀؀ฏฏ؀ ؀ฏ'ฏฏ؀  :  

� �؀؀؀ฏฏฏ؀�ฏฏฏฏฏฏ�؀ฏฏฏ�ฏฏ�؀؀�Smirnov�Kolmogorov�

��ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀�ฏฏ؀؀؀ฏ؀�؀؀؀ଏฏฏฏฏ؀�ฏฏฏ�؀ฏฏฏฏฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏฏฏ�ฏ�؀ฏ)�؀؀؀�ฏฏ�؀ଏ؀ฏฏ�؀ฏଏ�؀ଏฏ�؀ฏฏ�؀ฏ5ฏฏ؀�؀ฏ؀

��؀؀؀ �؀؀ฏ �؀ฏฏฏ؀ ��ฏ�ฏฏฏฏฏฏ؀ �؀ฏฏ�؀؀ฏฏ؀ �؀ฏ �؀؀ �ฏฏ�ฏ؀ฏ؀ �ฏ�؀؀ฏฏ؀ �ฏ5ฏଏ �ฏฏฏฏ؀؀؀ �؀ฏଏ �ฏฏฏ؀ ؀_��؀؀ฏ؀ �؀ฏฏ؀؀ฏ�ฏ؀؀ฏฏฏฏ؀

�؀ �؀؀ฏ �؀ฏ �ฏฏฏฏฏ �ฏ�ฏฏฏฏ؀��؀ฏ5ฏฏ؀ �ฏฏ�؀؀ �� �ฏ�؀؀ฏฏSmirnov� Kolmogorov��–��؀؀؀ฏฏฏ؀ �ฏฏฏฏฏฏ �؀ฏฏฏ �ฏฏ�؀؀

�ฏ؀ฏฏฏฏ؀؀����

� ؀؀ฏ؀ฏ5ฏฏ؀؀ฏฏฏ�؀)؀ฏ'ฏฏ؀�ฏฏ�؀؀'�ฏฏ5ฏ؀ฏ؀�ฏ�؀؀ฏฏ؀�؀ฏ'ฏฏ؀�Smirnov�Kolmogorov�

�؀؀�؀ฏଏ�؀ฏ�ฏ؀ฏฏ؀�ฏฏฏ�؀ฏ5ฏฏ؀؀�ฏฏ؀؀؀ฏ؀�ฏฏଏฏฏ؀�؀؀؀ฏ؀�؀ฏ5ฏฏ؀�ฏଏฏฏฏ�ฏฏ؀�؀ฏ�ฏ5ฏฏฏฏฏ؀�ฏ�ฏฏฏฏฏ؀�؀؀؀؀ฏ؀�؀ฏ�ฏฏฏ��ฏ

��؀؀؀؀؀ �؀ฏ؀ฏ �؀ଏฏ �؀ฏ�ฏ؀ฏฏ؀ �؀ฏ5ฏฏ؀ �ฏฏฏฏ �ฏฏ �k؀؀؀ฏ �؀ฏ5ฏฏ؀ �؀ฏ؀ �ฏฏଏฏฏ؀ �؀ฏฏฏ�ฏฏ؀ �ฏ�؀؀ฏ �ฏฏ�ฏ؀ �ฏฏฏ �؀؀ฏฏฏ �؀؀

���ฏ�ฏฏฏฏฏ؀�؀ଏฏ؀�ฏ�ฏฏฏฏ�ฏ�ฏฏฏฏ؀�

��ฏ�؀ฏฏฏฏ؀ �l؀ฏฏฏ �� �؀؀ �ฏ؀ฏฏ؀ �؀ฏฏฏฏฏ؀ �ฏฏ�ฏ �؀ฏฏ) �؀؀؀ �ฏฏ �� �؀؀ฏฏฏsig��؀ฏ �؀ฏฏ؀0�05����ฏ�؀؀ฏ �ฏ5ฏฏ �؀ฏฏฏ�ฏฏ؀ �؀ฏฏ

ฏฏ�ฏ؀���

�؀ฏ؀�؀؀؀ฏ19�03��ฏ؀؀؀ฏ؀ฏ�ฏฏ؀؀ฏฏฏ�؀(؀ฏ5ฏฏ؀�ฏฏ�؀؀5�ฏฏ�ฏ؀ฏ؀�ฏ�؀؀ฏฏ؀�؀ฏ5ฏ�Smirnov�Kolmogorov��

؀ฏฏ'ฏ؀����ฏฏ5ฏ�Kolmogoroysimon��ฏฏฏ؀ฏ؀��؀ฏฏฏsig��

�ฏ5ฏ؀؀ฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀��0,288�0,189�

�؀؀2؀ฏ؀�؀ฏฏ؀��0,214��0�201�

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ��؀؀ฏฏฏ؀SPSS�V26�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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���؀ฏ�؀ฏฏ؀�ฏ�؀ฏฏฏฏ؀ �l؀ฏฏฏ�؀؀�؀ฏฏ�ฏฏฏ؀�؀؀؀ฏฏ؀ �؀ฏฏ�؀ฏ؀(Sig�0.05��ฏฏฏ�؀؀ଏ�ฏฏฏ�؀ฏฏ؀؀؀ฏ؀�؀؀؀ଏฏฏฏ�؀ฏ�ฏฏฏ

�.�ฏฏ�ฏ؀ฏ؀�ฏ�؀؀ฏฏฏ�ฏฏଏฏฏ؀�؀ฏฏฏ�ฏฏ؀�؀ฏ5ฏ؀��

 : ت ؀ฏ'ฏฏ؀ฏ 5ฏ؀ฏฏ؀  ) ب

  ฏ�ฏ؀ฏฏ؀ ؀ฏฏ ىฏعلى: ؀لاو 

-؀ฏ؀ ؀ฏ؀ଏ   ؀ଏฏ ฏ5ฏฏฏฏ؀ ฏฏฏ؀؀ت ؀ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀  ฏ5؀ฏฏฏฏ�؀ ؀ฏฏฏ ؀ฏฏ ؀؀2؀ฏ؀ ؀ฏฏ؀؀5%  

  ฏฏ؀وฏฏฏ؀  ฏฏلฏฏ؀  ؀ฏ؀  ؀ฏ�ฏฏ  7�ฏ5ฏ؀  ฏ؀ฏฏ؀  ؀؀؀ฏฏ؀لا  ฏଏلฏฏ ฏ؀لو؀   ؀؀؀ฏฏฏ؀  ؀ฏ  ฏ�ฏ؀ฏฏ؀  ฏ؀ฏ  ฏฏฏ  ؀ฏ5ฏฏلا

  ฏฏو�و �ฏ5ฏฏฏ؀ ؀ଏฏฏฏฏ؀_و؀ �؀ฏ؀ ؀ฏฏعلى و �ฏฏฏฏฏฏ؀ ؀ଏฏฏฏฏ؀�ฏ�ฏ؀وฏฏฏฏ�؀ ؀ฏ�ฏฏ؀ ฏฏฏฏฏ ฏฏو؀ฏฏ؀و؀ ؀ฏฏ؀ 

 

 

 

 

 

 

 

 



ฏฏฏฏ�؀ ؀ฏฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ฏ5ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ଏฏฏฏ؀ฏฏ2؀      

 ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏ ฏฏฏฏฏฏฏ ฏฏฏฏ�OPPO �  
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��؀ฏ؀�؀؀؀ฏ03��.20:(�ฏฏฏฏ؀�؀ฏ؀�؀ฏ�ฏฏ�7�ฏ5ฏ؀�ฏ؀ฏฏ؀�؀؀؀ฏฏฏ؀�ฏଏฏฏฏ�؀؀ฏฏ؀�؀ฏ�ฏ�ฏฏฏฏฏ��ฏฏฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏ

��؀ฏ؀_؀�؀؀فฏء

�ฏฏฏฏ؀ฏ�؀ฏฏ؀ฏฏ�ฏฏฏ�؀ฏฏฏฏฏฏ5�ฏ5ฏฏ؀ฏ؀�؀؀؀ฏ؀�؀ฏ�:؀؀ฏฏฏ؀SPSS.V26��

�ฏฏ�ฏF���:ฏ�ฏ؀؀ฏฏ؀3,85��ฏฏฏ؀ฏ؀�l؀ฏฏฏ�؀ฏฏ0,05����ฏ�؀ฏฏ؀�ฏฏ؀؀؀1�,131��.(� ���

��؀؀؀ଏฏฏฏฏ؀�؀؀ฏ�����ฏ�؀ฏฏ؀�ฏฏ؀؀�؀؀�؀ଏฏ–��1�����2-1�����1����؀�؀ฏฏଏฏฏ؀�؀؀ฏ������؀؀؀–��؀ଏฏฏฏฏ؀�؀؀ฏ132��–2�����

130���(��

��؀ଏฏฏฏฏ؀

�ฏ'ฏฏฏฏ��

�؀؀؀ฏฏฏ؀���؀؀؀ฏฏฏ؀�ฏฏฏฏฏ���؀ฏ'ฏฏ؀F���؀ฏ'ฏฏ؀�T��ฏฏฏฏฏ��

BETA��

��؀ଏ؀ฏฏฏ؀��

R2�� �؀ฏฏฏฏฏ��

B��

��ฏ؀ฏฏ؀

�k؀ฏ�ฏฏฏ؀��

F���l؀ฏฏฏ

ฏฏฏ؀ฏ؀��

T����l؀ฏฏฏ

ฏฏฏ؀ฏ؀��

؀فฏء��

��؀؀2؀ฏ؀��

؀ฏฏ؀ء��

�؀ฏฏฏฏ؀��

1,353��0,724��5,271��0,000�1,870��0.064��0,228�0.229��

��ฏฏฏฏฏ؀

��ฏฏ؀؀ฏฏฏ؀

��ฏ�ฏ؀؀ฏฏฏฏ؀��

0,571��0,210��2,722��0.007��



ฏฏฏฏ؀��؀ฏฏฏฏء�؀ฏ؀ف�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������

�ฏฏฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏ�ฏฏฏฏฏฏฏ�ฏฏฏฏ�OPPO "  
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��؀ฏฏ �؀ฏ �Ìฏฏฏ؀؀؀ฏฏ؀����ฏฏฏฏฏฏ �؀؀ฏ5ฏฏฏฏ؀ �ฏฏ؀ฏฏฏ��ฏฏ�ฏ �؀ฏฏฏ �؀ଏฏ؀F)5.271��ฏ�؀ฏฏ؀ �؀ฏฏ؀؀ �؀ฏฏ �ฏฏ؀؀ �ฏฏ؀ ��

)131,1)�ฏ؀ฏฏ؀�l؀ฏฏฏ؀؀�0.05)�ฏ؀؀ฏ�ฏฏฏ؀�l؀ฏฏฏ5؀�؀�0.000ذฏ؀����ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏฏ؀�؀؀�ฏฏฏ��؀

�.؀_؀؀ฏ؀�؀ฏฏ؀�ฏ5ฏฏฏ؀�؀ଏฏฏฏฏ؀�ฏฏฏ�k؀ฏ؀�ฏฏฏฏଏ؀�؀ଏฏฏฏ�

��ฏฏ�ฏ�؀ฏ؀(�؀ذଏ�ฏฏ؀T)؀�؀؀؀ฏฏฏ؀�؀�ฏ5؀ฏฏฏฏ؀2.722)�ฏ؀؀ฏ�ฏฏฏ؀�l؀ฏฏฏ5�ฏฏ؀؀ฏ؀؀��0.007��ฏฏฏฏฏ؀�ฏฏ�ฏ�؀ଏฏฏ؀؀�B��ฏฏ؀

)�ฏ؀؀؀ฏฏ�؀ଏฏฏ�ฏฏฏฏฏ��؀؀ฏ؀؀�؀؀ฏ؀ฏ��ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀)ฏฏฏฏฏฏ؀�ฏฏ�ฏ�ฏฏ�؀ଏฏฏฏ؀�؀؀0.571��ฏ5ฏฏฏ؀�؀ଏฏฏฏฏ؀�ฏฏ��

��؀ଏ؀ฏฏฏ؀�ฏฏฏฏฏ�ฏฏ�ฏ�؀؀؀ฏ�ฏฏ)؀_�؀؀؀ฏ؀�؀ฏฏ؀R�carré�)�؀0.229�؀؀���ฏฏฏฏฏ؀)�ฏฏฏฏฏฏ؀�؀ଏฏฏฏฏ؀�ฏฏฏฏฏฏ�ฏฏ؀�؀ଏฏ��؀ฏ

��؀؀�k؀_؀؀�؀؀ฏ؀�؀ฏฏ؀)�ฏ5ฏฏฏ؀�؀ଏฏฏฏฏ؀�؀؀ฏฏ�ฏฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀22.9�؀ฏฏ؀�l؀ฏฏฏ�ฏฏฏ�ฏฏฏฏฏฏ؀�؀؀؀ଏฏฏฏ؀�؀ฏ��

���ฏฏ؀؀؀ฏฏ؀ �ฏฏଏฏฏ؀) �؀ฏฏฏฏ؀ �؀ฏฏฏ؀ �ฏฏฏ) �؀؀ �ฏฏฏฏ5؀ฏ�ฏ؀؀ฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �l؀ฏฏฏ �ฏฏฏ �؀؀؀ଏฏฏ �ฏฏฏฏฏ ؀_�؀؀ฏ؀

�ฏฏฏ�.؀ฏฏฏฏ؀��ଏฏฏฏ�ฏฏ؀�l؀؀�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀��

�ฏฏ؀�ฏฏฏ�k؀؀ଏ�ฏฏฏฏ��ฏฏฏฏ؀�ฏଏฏฏฏฏ؀�ฏฏฏฏฏ�ฏฏฏ�؀ฏฏ_؀ฏ5ฏ؀ฏฏ؀�؀؀ฏฏى���ฏ؀لا؀�.��

ฏฏฏฏฏ؀�؀ฏฏฏ؀�ฏฏฏ�ฏฏ؀ฏฏฏฏ؀�ฏฏฏ�ฏ�ฏฏฏ)ฏ��ฏฏฏ�؀��:��

�؀؀2؀ฏ؀�؀ฏฏ؀=0�,53+�1�,353ฏ5ฏ؀؀ฏฏฏ؀لا�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ��؀+���؀ฏฏฏฏ؀�ฏ؀ฏ��

�

��ฏ�ฏ؀ฏฏ؀�؀ฏฏ�ฏ�ฏฏฏฏ؀�:ฏฏฏ�

-��ฏ؀�؀ฏ'ฏ؀��؀ฏฏ؀؀ଏฏฏฏ�؀ฏฏ'ฏ؀�ฏฏฏ'�؀ฏ�ฏ5ฏ؀؀ฏฏฏ؀لا�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀��؀ฏ�؀؀2؀ฏ؀�؀ฏฏى�؀ฏฏ؀ฏฏฏ؀.�



ฏฏฏฏ؀��؀ฏฏฏฏ؀�؀ฏฏى�؀ฏฏ�ฏ5ฏ؀؀ฏฏฏ؀لا�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏฏฏ؀ฏฏ2؀������
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؀ฏ؀�؀؀؀ฏ��03��21�:��؀ฏ؀�؀ฏ�ฏฏ�7�ฏ5ฏ؀�ฏ؀ฏฏ؀�؀؀؀ฏฏฏ؀�ฏଏฏฏฏ�؀؀ฏฏ؀�؀ฏ�ฏฏฏฏฏฏฏ�؀ฏฏฏ؀�؀ฏ5�؀ฏฏ؀�ฏฏฏฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ

؀_�؀؀ฏ؀��

��

��؀ଏฏฏฏฏ؀

�ฏ'ฏฏฏฏ��

�؀؀؀ฏฏฏ؀���؀؀؀ฏฏฏ؀�ฏฏฏฏฏ���؀ฏ'ฏฏ؀F���؀ฏ'ฏฏ؀�T��ฏฏฏฏฏ��

BETA��

��؀ଏ؀ฏฏฏ؀��

R2�� �؀ฏฏฏฏฏ��

B��

��ฏ؀ฏฏ؀

�k؀ฏ�ฏฏฏ؀��

F���l؀ฏฏฏ

ฏฏฏ؀ฏ؀��

T����l؀ฏฏฏ

ฏฏฏ؀ฏ؀��

؀فฏء��

��؀؀2؀ฏ؀��

��؀؀ฏฏ؀

�؀ฏฏฏฏ؀��

1,541�0,2990�4,981��0,027�5,147�0,0000�,1920��0,337�

؀ฏฏฏ؀�؀ฏ5����0,5260�0,2360�2,232�0,0270�

��ฏฏ�ฏ�؀ฏฏฏ�؀ଏฏ؀ฏ�ฏฏฏฏ؀�ฏฏ؀ฏฏฏ�ฏฏฏฏฏฏ�؀؀�؀؀؀ฏฏ؀�؀؀ฏ�؀ฏฏ�؀ฏ�ÌฏฏฏF�4�981ฏ؀����ฏ�؀ฏฏ؀�؀ฏฏ؀؀�؀ฏฏ�ฏฏ؀؀�ฏ
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؀_��؀؀ฏ؀�؀ฏฏ؀�ฏ5ฏฏฏ؀�؀ଏฏฏฏฏ؀�ฏฏฏ�k؀ฏ؀��

��ฏฏ�ฏ �؀ฏ؀(؀�؀ଏ�ฏฏ؀T�؀�؀؀؀ฏฏฏ؀ �ฏฏ�؀ฏฏฏ؀ �؀ฏฏฏฏฏฏ�ฏ5؀ฏฏฏฏ؀2�232�؀؀��� �ฏ؀؀ฏ�ฏฏฏ؀�l؀ฏฏฏ5�ฏฏ؀؀ฏ0�027���؀ଏฏฏ؀؀
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�؀؀�k؀_؀؀�؀؀ฏ؀33.7��l؀ฏฏฏ�ฏฏฏ�؀؀؀ଏฏฏ�ฏฏฏฏฏ؀_�؀؀ฏ؀�؀ฏฏ؀�l؀ฏฏฏ�ฏฏฏ�ฏฏฏฏฏฏ؀�؀؀؀ଏฏฏฏ؀�؀ฏ��؀ฏฏฏ؀�؀ฏ5��ฏฏฏฏ5؀

�؀؀���؀ฏฏฏ؀�؀ฏ5ب���؀؀ฏฏଏ��ฏฏ�؀ฏฏ�؀�.؀ฏฏฏฏ؀��ଏฏฏฏ��

�ฏฏ؀�ฏฏฏ�k؀؀ଏ�ฏฏฏฏ��ฏฏฏฏ؀�ฏଏฏฏฏฏ؀�ฏฏฏฏฏ�ฏฏฏ�؀ฏฏ_؀ฏ5ฏ؀ฏฏ؀�؀؀ฏฏ��ฏ5ฏฏฏฏ؀�.�

ฏฏฏฏฏ؀�؀ฏฏฏ؀�ฏฏฏ�ฏฏ؀ฏฏฏฏ؀�ฏฏฏ�ฏ�ฏฏฏ)ฏ��ฏฏฏ�؀��:��
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��؀�؀؀ฏฏฏ؀؀�؀ฏ�ฏฏฏฏ؀�ฏฏ؀ฏฏ؀�ฏฏฏ�؀؀؀ฏฏ؀�؀ฏ5ฏฏ؀�؀ฏฏ�؀ฏ؀؀؀؀ฏ؀�؀ฏ�ฏ؀�ฏฏฏฏฏ�؀ฏฏ�؀ฏฏ_؀ฏ؀�؀؀ฏ132����؀ฏ؀؀ฏ�ฏฏฏ؀

��ฏฏฏฏ؀ฏฏ �ฏฏฏฏฏฏฏฏ)؀ �ฏ�ฏฏฏฏฏ؀ �؀ଏฏฏฏฏ؀ �؀؀؀ฏฏฏ؀spss� V26�����؀ฏฏ�؀ฏ �؀؀ฏ؀ �ฏฏ؀؀؀ฏ؀ �؀ฏ�ฏ؀ฏ �؀ฏ5ฏฏ؀ �؀؀ฏ5

��ฏฏ؀؀؀ฏ؀�؀ฏ�ฏ؀ฏ�؀؀ฏฏ�ฏฏฏฏฏฏฏ؀�ฏฏฏฏฏ�؀ฏ؀�ฏฏฏ؀�ฏฏฏฏฏฏ؀�ฏฏ؀�؀؀ฏ؀ฏ؀�؀؀ฏฏ�ฏฏฏଏฏฏฏ؀�ฏฏ؀؀؀ฏฏ5�ฏฏฏฏฏ؀�؀ฏฏฏ�ฏฏ؀�ฏฏฏ

��ฏฏ5ฏฏฏ؀�

��ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ'؀ฏ؀�؀ฏ�؀ฏฏฏฏฏฏ؀�ฏ5ฏ؀ฏฏ؀�ฏฏฏฏฏฏ؀�؀ฏ'�؀؀ฏฏ�ฏฏ(�

- �ฏฏฏฏ؀�ฏ�؀ฏฏฏ؀�ฏฏฏฏ؀�؀؀�ฏฏ؀ฏฏ�؀ฏ�ฏฏ�ฏ520���ฏฏ؀29���؀؀�ฏฏ؀؀ฏ�؀؀ฏ�؀؀�؀)ฏ�؀��؀ฏฏฏฏ؀�؀ฏ�ฏฏ؀ଏฏ�ฏฏ�ฏฏ؀ฏฏฏ�ฏฏฏ

�؀�؀ฏฏฏ؀�ฏฏ�؀ฏ5ฏฏ؀�ฏฏฏฏ�)؀ฏ؀�ฏฏ؀؀ฏฏฏ5�ฏฏฏฏฏฏ����

- ଏฏฏฏ�؀ฏ�ฏฏฏ�؀ฏฏ�؀؀؀�؀ฏฏଏ�؀ฏฏฏ؀�؀؀�ฏฏ؀؀؀ฏ؀�ฏ؀ฏ�؀ฏฏ�؀ฏ�ฏฏ؀ฏฏ؀ฏฏ؀ฏ؀�؀�؀؀؀ฏฏ؀�ฏฏ����

- ��ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ؀؀ة��ฏฏ؀��ฏฏฏ�؀ଏฏฏฏฏ؀�ฏฏ؀؀؀ฏฏ؀�؀ฏฏฏ؀_؀��؀؀ฏ؀�؀؀؀�؀ฏ��ฏฏฏฏ�ฏฏ�؀؀؀ฏฏฏ؀�ฏฏฏ�؀ฏฏ؀ฏฏ��

��؀ฏฏฏฏฏฏ �؀ฏ؀ �ฏฏ؀ฏฏฏ؀ฏ؀ฏ� �ฏฏฏ؀ �؀ฏฏฏฏฏฏ؀ �؀ฏ5ฏฏ؀ �ฏฏ �ฏ5ฏ؀ฏ؀ �ฏฏ؀ �؀ฏฏฏ؀ଏ �ฏฏฏ؀؀ฏฏ �ฏฏฏ؀ฏ؀ฏ� �ฏฏฏ؀ �؀ฏฏ؀ฏฏฏฏ؀

��؀ฏ5ฏฏฏ؀�؀ଏฏ5�؀ฏฏฏ�ฏ؀ฏ؀��
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��؀ฏ؀ฏฏ�ฏฏฏฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏฏฏ؀�؀ଏฏ�؀ฏ�؀ฏฏฏฏ؀�ฏ؀ฏฏ��k؀ฏ؀�؀؀؀ฏฏฏ�؀؀؀ฏ؀؀�ฏ5�ฏ؀�ฏฏฏ؀�؀؀؀ฏ؀ฏฏ؀�؀ଏ؀ฏฏ؀؀ฏฏฏ�)؀ฏฏ
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��ฏ�ฏ؀ฏ؀ฏ؀�ฏ�ฏ؀؀ฏฏ�؀ฏฏ؀�ฏฏฏ5�؀ฏฏ؀ة�؀ฏฏ5ฏ�؀ଏฏ�ฏฏ�؀؀5�؀ฏฏ؀ฏฏ؀؀�؀ฏฏฏฏฏฏ؀���؀ฏฏ�ฏฏ؀�l؀؀�ฏฏฏ؀؀؀؀ฏฏ؀�؀؀ฏฏ�ฏฏଏฏฏ��

������؀ଏ؀ฏฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀���l؀؀�ฏฏฏ�؀��؀ฏฏฏ؀�؀ฏฏ5؀�ฏฏ�؀ଏฏ)�؀ฏฏฏฏฏ5�؀ฏ)؀ฏฏ؀ �؀ฏ�؀ଏ؀ฏฏ؀�؀ฏฏฏฏ؀�ฏฏ؀

؀ฏฏฏ���؀ฏฏฏฏฏ؀�؀ฏ�؀؀ฏฏ؀�؀؀ฏ�ฏฏ�؀ଏ)ฏฏฏ؀�ฏฏ؀�؀ฏ)؀ฏฏ؀�ฏฏ؀ଏ�ฏฏฏ�؀ฏฏฏฏฏ؀�ฏฏฏฏ�؀ଏฏฏฏฏฏฏฏ؀�؀؀ฏฏ؀�ฏฏ؀ฏ�؀ଏฏฏ�ฏฏฏ��

��k؀؀ฏ؀ ؀ฏฏ؀�؀؀ฏฏ؀ة� �؀؀؀ฏฏ؀�؀ଏฏฏฏฏฏ؀ �ฏฏฏ�؀ଏฏฏฏฏฏฏ؀ �؀�؀ฏ؀ฏฏ؀ �؀؀؀ฏฏฏ؀�ฏฏ؀ �؀؀؀ฏฏฏฏ5�؀؀ฏ؀ฏฏฏ؀ �ฏฏ؀ฏଏ �؀؀ฏ؀�ฏฏฏฏ5

�؀ଏ؀ฏ؀�ฏฏ؀؀ฏฏฏฏ؀��؀؀؀ฏฏฏ؀(؀�؀؀ฏฏ�؀�ฏ�ฏฏฏଏ؀�؀ฏฏ�ฏฏฏ�؀؀ฏ؀ฏ���

�������؀ฏฏ�؀ฏ�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀ฏ5�ฏ�ฏฏฏଏ؀�؀؀؀؀�؀ฏฏ�؀ฏ؀ฏฏฏ؀�ฏฏ؀ฏฏฏฏฏ�؀)ฏ��؀ฏ�ฏ؀؀ฏฏฏฏ؀��؀ฏฏฏฏฏฏ؀�؀ฏ�ฏ�؀ฏ5�؀ฏฏฏ��

��ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀ �ฏฏ �؀ฏฏฏฏ؀ �ฏฏ �؀ฏ)؀ฏฏ؀ �ฏ�ฏฏฏฏ �؀ฏฏฏฏฏ �؀؀؀ଏฏ؀ ��؀ฏฏฏฏ؀ �؀؀ฏ �؀ฏ �؀�؀ฏ؀ �ฏ�ฏ؀؀ฏฏ�؀؀؀ �؀؀ฏฏ �؀ଏฏ5

ฏฏ؀�����؀ฏฏ�ฏฏฏฏฏ؀���؀ฏฏฏ؀�؀ฏ�ฏଏฏ؀؀ฏฏ؀�؀ฏฏ�ฏฏ�ฏฏฏฏ؀؀�ฏ�ฏ؀؀ฏฏ�

�������ฏฏฏฏฏ؀ �؀؀ฏฏฏ؀؀ฏฏฏ؀��ฏ��ฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�ฏฏฏฏ�ฏฏฏฏ؀ฏ؀؀�؀ฏ5ฏฏ؀�ฏ�ฏฏ�ฏฏฏ؀ฏ؀؀؀�؀ฏฏฏฏฏฏ؀�ฏฏ؀�ฏฏฏฏ؀�؀ฏฏ�؀�ฏฏ؀
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؀��ฏฏ�؀ฏฏ�؀؀ฏ�ฏ�؀ฏ�؀ฏฏฏ؀�؀؀�؀؀ฏฏ��ฏฏฏ�ฏฏଏฏ؀�ฏฏ؀�؀ฏ�؀ฏฏฏ�ฏฏฏฏ�؀؀�ฏฏฏฏ�؀ฏ؀��؀ฏฏ�؀ଏฏ�؀ฏฏ؀ฏฏฏฏ؀�؀؀ฏ5ฏ�؀
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���������ฏฏ؀ฏ�ฏฏฏଏ�ฏฏฏ�؀؀ฏฏฏฏ؀�؀ฏ�؀ଏฏ)�؀؀ฏ�ฏฏ؀�؀ฏ؀ฏฏฏ؀�؀ฏฏ�ฏฏฏฏ؀ฏ؀�ฏฏฏeWOM����؀؀ฏଏฏ��ฏฏฏฏฏ�ฏฏ�ฏ�؀؀؀

��؀�؀ฏ)؀2002�(79��؀ฏ�؀ฏ؀؀ฏฏ؀�ฏฏฏ؀�ฏฏฏ�ฏฏ؀�؀ฏ�؀؀ฏ؀ฏ��eWOM��؀ଏฏฏฏฏฏฏฏ؀�؀؀؀ฏฏฏ؀�ฏ�ฏ�)�؀ฏฏ�k؀؀؀ฏฏ؀�؀ฏ�؀

��ฏฏฏฏ؀ฏeWOM����ฏฏฏ�؀ฏ؀ฏ�ฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏ؀؀؀�ฏฏ�ฏฏ�ฏฏฏฏ؀�ฏฏฏฏ�؀ଏฏฏฏฏ�ฏ�ฏฏฏฏ�؀ฏฏฏ؀�ฏ�ฏଏฏ؀؀ฏฏฏ؀��ฏฏฏ�؀ฏฏ؀؀؀ ؀؀؀

�ฏฏฏ �ฏ�؀ଏฏฏฏฏ؀ �؀ฏฏฏ؀ �ฏฏฏฏ؀ �ฏฏ �ฏฏฏฏ؀ฏ؀ �؀ฏ �ฏ�ฏ؀؀ฏฏ �؀ฏฏ؀ �؀ฏ؀ฏฏฏ؀ �ฏฏฏ �ฏฏฏฏ؀ฏ؀ �؀؀ �؀ฏฏ� ��ฏฏฏଏฏ؀؀ฏฏ

�؀؀�؀ฏฏฏฏ؀art� et� Schindler,� 2001� ;� Lau� et� Ng,� 2001�(Bick80��؀ฏ؀ฏ �؀؀ฏ؀ฏ �ฏฏଏฏฏฏ�ฏ؀؀ฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀��

�eWOM؀؀؀ฏฏ؀�؀؀؀ฏ�؀؀�؀؀؀ฏฏ؀�ฏ�ฏ�ฏฏฏ�(�؀ฏฏฏฏฏฏ5��ฏฏฏฏ؀�ฏฏฏ��

������ฏ5ฏ�ฏ؀؀ଏฏ؀�ฏ�؀؀ฏ�ฏฏ؀؀؀ฏ�ฏฏฏฏ�ฏ�؀�؀ଏฏฏฏ��؀؀ฏ؀_���؀؀ฏ؀�؀ฏฏ؀�ฏฏฏ�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏ؀�؀�����ฏฏฏ�؀ฏฏฏฏฏฏ5؀

�؀ฏ�ฏฏฏฏ؀���ฏฏ؀؀ฏฏฏฏ؀����ฏฏฏฏฏ5ฏฏฏฏ5��؀�ฏฏฏ�ฏ�ฏฏ)ฏฏ������ฏฏ؀�ฏ�ฏ�ฏ؀ฏ؀�؀ฏ؀ฏ�ฏฏ����ฏฏฏฏฏ؀��؀ฏฏ؀�ฏฏฏ�ฏ5ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀

�؀؀2؀ฏ�؀؟�؀���

��ฏฏฏฏ؀ �ฏฏ�؀؀ฏ؀����ฏฏฏ�؀؀ฏฏฏฏ5��ฏฏฏฏ�؀ฏฏ؀�ฏฏฏฏฏฏฏ�ฏฏฏଏฏฏ؀�ฏฏ؀ฏฏ5؀؀�ฏ�ฏ؀؀ฏฏฏฏ؀ �ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ؀���ฏฏฏฏ؀ �ฏฏ

��ฏฏฏฏฏ؀��ฏฏฏ �؀؀ฏฏฏฏ5 �ฏฏฏฏ��؀ଏฏ �؀ฏ �ฏ�ฏ؀ �ฏฏฏ؀؀ฏ �؀ଏฏฏ؀ �؀؀ฏ �؀ฏฏ؀ฏ؀ �ฏฏฏ �ฏฏฏଏ �k؀ฏ؀ ؀_�؀؀ฏ؀ �ฏฏ؀ฏ؀؀ฏ؀��ฏ�ฏฏ؀؀ฏ��ฏ

؀ฏฏ؀؀ฏฏ؀ฏ؀؀؀؀ฏ؀�؀ଏฏ؀؀ฏ��ฏ؀ฏ؀ �؀ฏ5 �؀ฏ��؀ฏฏฏ �ฏ�ฏ�)��؀ฏ؀ฏฏฏฏฏ����؀ฏฏฏଏฏฏ �ฏฏฏฏฏฏ؀ �ฏฏฏฏฏฏ؀ �؀ଏฏฏฏฏ �ฏฏฏฏ �؀ଏฏฏ؀ �ฏฏ؀

��؀ฏฏ�؀؀؀ฏฏ؀�؀ฏ�ฏฏଏฏ�ฏฏฏ�ฏ�ฏ؀؀ଏฏ�ฏฏ؀؀؀ฏ�ฏฏฏฏ�ฏ��؀ฏฏ132����؀ฏ�ฏฏฏ؀�؀؀؀ฏฏฏฏ5�؀ฏฏฏ5ฏฏ؀�ฏଏฏฏฏ����؀؀�؀ฏ�؀؀ฏฏฏฏ

�؀؀ฏฏฏ؀�؀ฏ�ฏฏ؀ฏฏฏ�ฏฏ؀�ฏฏ؀ฏ�ฏฏ؀ฏฏฏฏฏ�ฏ�ฏ؀�؀ฏ�؀ฏฏ_؀�ฏฏଏฏ���

 
78Keller K.L. (2007), Strategic brand management, Prentice Hall, Upper Saddle River, 2007. 
79Menon, S. et Kahn, B. (2002), Cross-category effects of induced arousal and pleasure on the Internet shopping 
experience, Journal of Retailing, 78 (1), 31-40. 
80Bickart, B. et Schindler R.M (2001), Internet forums as influential sources of consumer information. Journal of 

interactive marketing, 15(3), 31–40. 
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  :ฏฏฏฏฏฏฏ نتائج �

�ฏฏฏ؀�ฏ�ฏ؀؀ଏฏฏ؀�ฏฏ؀؀؀ฏ؀�؀ฏฏ�؀ฏฏฏฏฏ���ฏ�ฏฏฏฏ؀�؀ฏฏฏฏฏฏฏฏ؀�ฏฏ؀�ฏฏฏฏ؀ฏ�ฏฏฏ��

��ฏฏ؀؀عฏ؀�؀ฏ5ฏฏ؀�؀ฏฏ�؀����؀ฏ�ฏฏ؀)ฏฏ؀�ฏฏଏฏฏ؀132��ฏฏ؀�ฏฏฏฏ؀ฏ؀؀؀ฏ��ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏฏ؀�ฏฏฏฏฏฏ�؀؀��؀ฏฏฏ؀�ฏฏ�؀؀؀ฏฏ؀

�؀ଏฏ؀ฏ5ฏฏ؀��؀ฏฏฏฏฏฏ؀ �؀؀؀ฏ �ฏ�ฏฏع �ฏฏ��ฏฏฏ �؀ฏฏฏฏ؀؀���؀ฏฏฏ� �؀ଏฏ5��ฏ��ฏฏ �؀ଏฏ؀ฏ5ฏฏ؀ �ฏฏฏ �؀؀؀ฏ؀��ฏฏ؀؀ฏฏฏ؀ �ฏฏฏฏฏ

ฏ�ฏ؀؀ฏฏฏฏ؀ฏฏعฏ������ฏ�ฏ؀؀ฏฏฏฏ5 �؀ฏฏฏฏฏฏ��؀ฏ5ฏฏ؀ �ฏฏ �ฏ5ฏ؀ฏ؀ �ฏฏ؀ �؀ฏฏฏ؀ଏ �ฏฏฏ��؀ฏฏฏฏฏฏฏ؀�؀ฏ�؀ฏ؀ �ฏฏ �؀����؀ฏฏฏฏฏฏ

؀ฏ5ฏعฏ؀�؀ଏฏ5�؀ฏฏฏ�ฏ؀ฏ؀����

ฏ��ฏฏฏฏ)�ฏฏଏฏع�ฏฏฏฏฏฏ؀�ฏฏฏฏฏฏ؀�؀ฏฏ)�

� �ฏ؀�؀ฏฏ�؀ฏ؀�؀ฏ؀ฏฏฏ؀�؀ฏ�؀عฏฏ؀ฏฏฏฏ؀�ฏฏ�؀؀عฏฏฏฏ؀_�؀؀ฏ؀�ฏฏฏ���؀ฏ�؀ฏ؀ฏ؀�؀ฏฏ�ฏฏ�؀؀ฏฏฏฏ؀؀�؀ฏฏ؀ฏ���؀؀ฏฏ

�ฏฏଏฏ�؀عฏฏฏฏ�ฏฏฏ؀�؀ฏฏ؀ฏฏฏฏ؀�

� �؀ฏฏ؀ฏฏฏ�؀ع�؀ฏ5ฏ؀�؀ฏع�ฏฏฏฏ�ฏ�ฏฏฏฏ؀؀�ฏ�ฏฏฏଏฏ؀�؀ฏฏ�ฏฏฏฏ؀�ฏ)ewom�

� �؀؀؀ฏฏ؀؀�ฏฏฏฏฏ؀�ฏฏ�ฏฏฏฏฏฏฏ؀؀�؀ฏฏ5ฏ؀�ฏฏฏ5�؀ฏ�ฏ�ฏฏ؀�؀ฏฏ؀�؀ฏฏฏ؀�؀؀)��ฏฏฏฏฏ؀�؀؀؀ฏฏ�7�؀ฏฏฏ؀�؀ฏع��

� �؀؀ฏฏฏ�ฏฏ�ฏฏฏฏฏฏ؀�ฏฏฏ؀؀ฏ�ฏฏ�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ�ฏOPPO�

�

� �ฏฏ؀؀؀ฏ؀�؀؀؀ฏฏฏฏฏ؀؀�ฏฏฏ؀�؀ฏ5؀ฏฏฏ؀�؀ฏ��ฏฏ؀؀؀ฏ؀�ฏ؀ฏ�ฏฏ�ฏ�

- ؀_�؀؀ฏ؀�؀ฏฏ؀�؀�ฏ�ฏ؀؀ฏฏฏฏ؀�ฏฏ؀؀ฏฏ؀�ฏฏฏฏฏ؀�؀ଏฏ�ฏฏฏฏฏ؀�؀؀؀ฏ�ฏฏฏ؀�؀ฏฏ؀؀؀ฏ؀�ฏฏฏ���

- ؀ฏ؀ฏ؀��ଏฏฏ�؀؀؀ฏ�����ฏฏฏฏ5�؀؀ฏฏ�؀ฏ�l؀ฏ؀�؀؀؀ଏฏฏฏ�ฏฏฏฏ؀�ฏ؀ฏฏฏ�؀ฏ�

- �ฏฏ�ฏฏ�؀؀�؀؀ฏ�؀؀؀ฏฏฏ؀�ฏฏଏฏฏ؀�؀؀؀ฏ؀�ฏ5؀ฏ؀�ฏଏฏฏฏ��

�
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� ؀ฏ5ฏ؀ฏฏ؀ : 

؀ฏ ؀ฏฏ  هذه ฏฏ؀؀؀ฏ؀ ؀)ฏ�  ؀ฏฏฏฏ؀ ؀ฏ5 ؀ฏ�ฏ؀ฏฏ؀  ฏ؀هฏ؀ฏ ฏฏฏ؀ ؀ฏف ¯ฏฏฏฏ؀  ฏ�ฏฏฏฏ؀:  

- ؀ฏฏ5ฏฏ5 ؀ฏฏฏهฏ؀؀ ؀ฏ�؀   ฏฏฏ؀؀ฏฏ ؀؀؀ฏ ؀؀ฏ؀ฏฏذ؀ ؀ฏฏ ฏฏฏฏฏฏฏ؀ฏฏଏฏ؀؀ه. 

-  ؀ฏଏ    ��؀ฏฏฏ؀ ؀ฏฏ؀ ฏฏฏ ؀ฏฏฏهฏ؀    ฏฏ؀ ؀ ฏฏฏ ؀ฏ) ؀؀ฏฏฏฏฏฏ؀ฏฏฏฏ ฏ؀؀ ؀ف�)� ฏฏฏ؀ ฏฏฏฏฏ ج ؀؀  ฏฏ

ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏฏ ؀ฏ ฏฏฏฏฏฏฏ؀ ؀ฏฏ_؀ฏ؀ ฏฏฏ ؀ଏฏฏ؀ هذ؀ ؀ฏ؀ଏ ฏฏฏฏฏฏ5 ؀ ฏ�؀ฏฏฏฏ؀. 

-  ؀ฏฏฏهฏ؀؀ ؀ฏ�؀ ฏฏ؀؀ฏฏฏฏ؀ ��؀ฏฏฏฏ5 ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ฏฏ�؀ ؀؀ฏฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏฏଏฏฏฏฏฏ ؀ฏ؀ ذ. 

 

 ฏ5ฏฏฏฏฏฏ فฏق ؀ฏ؀لأ �

 ؀؀ฏฏ ؀؀ฏฏฏ؀ ฏฏ؀ ฏฏ؀  ؀ฏ؀ฏ ؀ଏ؀ฏฏ؀  ؀ฏ ؀؀ฏฏฏฏ؀ ฏฏฏ)ฏ�  ؀؀ ฏฏฏฏ  ฏفฏฏฏ؀  ฏฏ؀  هذه ؀ฏ؀؀ ؀ฏฏ ؀  ؀  ฏฏฏ؀ ฏه  ฏฏ5ฏ ฏ؀؀؀هฏ 

ฏฏฏฏ  ؀ฏ5ฏฏ ؀)ฏ؀؀ �؀ฏ ฏ؀؀هฏ؀ ฏฏଏฏฏف�:  

-   ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ؀ ؀ฏฏ5؀ ؀ଏฏฏฏ l؀ฏ ฏฏ؀ ؀؀؀)ฏ� .؀_؀؀ฏ؀ ؀ฏ؀ف ฏฏฏ ฏ�ฏ؀؀ฏฏฏฏ؀  

- ؀)ฏ� ฏฏฏฏ؀؀؀ ฏف l؀ฏ؀؀؀ ؀ଏฏฏฏ ؀ฏฏ؀؀  . 

-  .l؀ฏ؀ ؀ฏ)؀ฏฏ؀ ؀ฏฏฏฏฏ ؀ฏฏف ฏฏฏ ؀ذ؀ฏฏฏ؀ ؀ฏ5ฏฏ؀ 

� ؀ฏฏذ؀ฏ؀ฏ ฏฏฏ ฏฏฏ ؀ฏฏ؀ฏฏ؀ ؀ଏฏ ฏฏ؀ฏฏฏฏ؀؀ ฏฏฏฏฏ؀ج.  -ଏฏ؀ฏ 

- ฏฏ؀_؀؀  ؀؀؀ฏ؀ ؀ฏ؀ف ฏฏฏ ฏ�ฏ؀؀ฏฏฏฏ؀ ฏฏ؀؀ฏฏฏ؀ ฏฏฏฏฏฏ ฏฏฏฏฏ؀ ؀ଏฏฏฏฏ؀ ؀ฏฏฏ . 
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-   ؀؀ฏฏ5 ฏฏฏ�ฏ؀ฏ؀ ؀ฏ5ฏ؀ ฏ؀؀؀؀؀ فฏ؀ ؀ฏ�ฏฏ)ฏฏ؀ ؀ฏ ฏ5ฏฏฏฏ5 ؀ฏฏฏฏهذ؀ ؀ ฏف l؀ฏ؀؀ ؀ฏ5 ؀ฏฏ؀ ؀ฏฏฏฏ؀ ฏฏف

 .ฏ5 ؀؀ฏฏฏ؀ ฏฏ؀ฏ 



 

 

 ฏฏ؀؀ฏฏ؀؀ ؀؀ฏฏฏฏ؀ ฏฏฏฏฏ 

 



 ฏฏ؀؀ฏฏ؀ ฏฏฏฏฏ 
 

 

:ฏฏ؀؀ฏฏ؀ ฏฏฏฏฏ  

1( ��ฏ52؀ฏฏ؀�ฏฏฏฏฏ'�ฏฏ؀؀ฏฏ؀��

�؀ฏฏฏ؀�؀ฏ؀؀�

1 (   ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀  ฏฏฏ  ฏฏฏฏฏฏฏ؀  ฏฏ؀؀ฏฏ؀  ฏฏ؀؀ฏ  ؀ฏฏ  ��؀ฏฏฏ؀  ฏ؀ฏฏ؀  ؀ଏฏฏฏ  ؀؀؀ଏฏ؀ฏ  ؀؀ฏ)ฏ؀  ؀؀؀؀ฏ؀

  7ฏ؀ฏ؀  ؀؀؀ฏ؀  �ฏ�ฏ؀؀ฏฏฏ؀ ฏฏฏฏฏ  ؀؀؀ฏฏฏฏ؀  ฏ�ฏ)  ؀ฏ؀؀؀ฏ)؀  ฏฏ؀؀؀؀  ؀ฏฏฏฏฏ؀  ฏ�ฏฏ؀ฏ؀  ؀؀؀ฏฏ؀؀  ฏฏฏฏฏฏ5  ฏฏ؀ฏ؀

؀؀ฏฏ ؀ฏ�؀؀ฏ)ฏฏ؀2021 . 

2 ( ؀؀ฏ�؀ฏ؀؀؀ฏ)�ฏฏ؀ ฏ5ฏ)ฏ؀؀ฏ_؀ฏ؀؀ ؀ฏ�؀_؀؀ ؀؀ฏ؀؀؀؀؀ ؀ฏ�؀ฏ ฏଏฏ2012 . 

3 (  ؀؀؀؀؀؀ฏฏฏฏ؀ ؀؀؀؀ ؀ฏฏฏ ؀ฏฏฏ ؀؀ฏฏฏ؀؀ฏฏฏฏ؀؀؀؀؀؀ ؀ଏ؀ฏ ؀ฏฏଏฏ؀ฏ؀ ؀ฏ)ฏ؀؀��؀ฏฏฏ؀2013 . 

4 (  ؀ฏฏ؀ ؀ฏฏ؀) ؀ଏฏଏฏ ؀ฏ�ฏฏฏ؀؀ฏฏ؀؀ฏฏฏ؀؀ k ؀ฏ�؀ฏ؀؀؀ฏฏฏฏ ฏ�؀ฏฏ؀؀؀؀ ؀��؀ฏฏฏ؀ . 

5 (  ؀؀�؀ฏฏ؀ ؀ฏฏ ؀ฏฏฏ ��؀ฏฏฏ؀ ؀ฏ�؀؀ฏ)ฏฏ؀؀ฏ�ฏฏฏฏฏ؀؀؀ ؀ฏ؀؀؀؀ฏฏฏฏ؀2008 . 

�؀ฏฏ؀؀؀ฏ؀؀�ฏฏฏฏ؀ฏ؀�ฏ؀5ฏฏฏ�

1 ( ฏ�ฏ5   ؀ฏฏฏ  ฏฏฏฏฏ؀؀ଏฏฏฏฏฏ  ؀(؀؀ฏ  ؀ฏฏฏฏฏฏ؀  ؀ฏฏฏฏฏฏ؀  ؀؀ฏฏ  ฏฏฏ  ฏฏฏฏฏ؀  ؀ฏฏฏฏฏฏ5  ��؀ฏฏฏ؀  ؀ฏ؀؀ฏฏ؀ฏฏ؀

؀؀؀؀؀ฏ؀ฏ؀؀؀ฏ؀ฏ2007-2008 . 

2 ( ฏฏ�)ฏ ฏฏฏฏฏ؀ฏ؀)2018  ؀؀ฏฏฏ  ฏଏฏฏ ฏฏ؀ฏฏ ฏฏ؀ ؀؀؀؀�k؀ฏ؀؀ฏฏ؀ ؀ฏฏฏฏฏฏ؀؀ ؀ฏฏ ฏฏฏ k؀؀ฏ؀؀ ؀ฏฏ ؀ଏฏฏฏ � ؀(

 .؀ฏฏฏฏฏ ؀ฏ؀؀؀ฏ)؀ 

3 ( ؀̄ฏฏ   ฏฏฏฏ ฏฏ؀ ؀؀؀ฏฏ_؀ฏ؀  ؀ฏ؀ ؀ฏฏฏ  ฏฏฏ ฏ؀ฏ؀؀ k؀ฏฏฏฏฏ؀  ��؀ฏฏฏ؀؀؀؀ฏ؀  -؀ฏ؀؀ฏฏ؀  ؀ฏฏฏฏ؀  ฏฏฏ؀ฏ-  ؀(؀؀ฏ

 ؀؀ฏฏฏ ฏଏฏฏ ؀؀ฏฏ؀؀؀؀؀ฏ؀ฏ ؀؀؀ฏ؀ฏ ؀ฏฏฏ ฏฏฏฏฏ؀؀ଏฏฏฏฏฏ2013-2014. 
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4 (   ฏฏฏฏ  ฏฏ؀؀؀�  ؀ฏฏฏฏฏ؀  ؀؀ฏฏฏ  ฏ�ฏฏฏฏ؀  ฏฏ؀؀ฏฏ؀  ฏฏ  ฏฏ؀ฏ؀؀  ฏฏ؀؀ฏฏฏ؀  ฏฏฏฏฏ؀؀ฏฏฏฏ؀ฏ  ؀ฏฏฏ؀ ฏฏฏ؀ฏ ؀ฏฏฏ؀

 ฏฏฏฏฏ ؀؀ฏฏฏฏฏ؀؀؀؀ ؀؀ฏ؀ ฏ�ฏ) ؀؀؀؀ฏฏฏ ؀ଏฏ ؀ଏฏฏฏฏฏ ฏฏฏฏ؀�؀؀ ؀ฏ؀ ฏ؀ฏฏฏฏ ฏฏ ؀؀ฏฏ ؀ฏฏ_؀ ؀ฏ ฏฏଏฏ ؀؀؀ฏ

 ؀؀؀؀ฏฏ؀؀؀ ؀ฏ؀2019 . 
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Regression 

Notes 

Output Created 09-JUN-2021 03:58:24 

Comments  

Input Data C:\Users\pc\Desktop\ ฏฏฏ  ฏฏฏฏฏฏฏ

 ฏฏฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏฏฏ ฏฏฏฏฏฏ\ฏ؀ عฏฏฏ ฏ

 ฏฏฏฏฏฏ\Untitled1.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 

132 

Missing Value Handling Definition of Missing User-defined missing values 

are treated as missing. 

Cases Used Statistics are based on cases 

with no missing values for 

any variable used. 
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Syntax REGRESSION 

  /MISSING LISTWISE 

  /STATISTICS COEFF 

OUTS R ANOVA 

/CRITERIA=PIN(.05) 

POUT(.10) 

  /NOORIGIN 

  /DEPENDENT  ฏฏฏฏฏ�ฏฏฏฏฏ 

  /METHOD=ENTER 

ฏฏฏฏ�ฏฏฏฏฏ. 

Resources Processor Time 00:00:00.05 

Elapsed Time 00:00:00.08 

Memory Required 3728 bytes 

Additional Memory Required 

for Residual Plots 

0 bytes 

aVariables Entered/Removed  

Variables Entered/Removeda 

Model 

Variables 

Entered 

Variables 

Removed Method 

1   8ฏฏฏฏ�ฏฏฏฏฏ . Enter 

a. Dependent Variable: ฏฏฏฏฏ�ฏฏฏฏฏ 

b. All requested variables entered. 
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ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 169.789 2 84.983 20.051 .000b 

Residual 360.232 85 4.251   

Total 530.060 87    

a. Dependent Variable: ฏฏฏฏฏ�ฏฏฏฏฏ 

b. (Constant),  ,ฏฏฏฏ�ฏฏฏฏฏ 
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Résumé 

L’objectif de l’étude est de préciser l’impact du mot clé électronique sur la fidélisation du client, 

notamment l’impact de l’énoncé électronique, que ce soit en changeant son opinion sur le choix 

d’un produit ou d’un service particulier, ou encore en le motivant et en créant son envie de 

essayer un produit ou un service tout en le convainquant par des publications et des commentaires 

laissés par d’autres clients.Après leur expérimentation sur les réseaux sociaux, et afin d’atteindre 

les objectifs de l’étude, un questionnaire électronique a été distribué à un échantillon de 132 

personnes, et un certain nombre de méthodes statistiques ont été utilisées et traitées avec le 

paquet statistique pour les sciences sociales (spss V26) Pour connaître les résultats atteints, ainsi 

que pour tester les hypothèses de recherche qui ont été développées, car l’étude a montré une 

relation statistiquement significative entre la parole électronique et la fidélité des clients. 

Mots clés : Bouche à oreil, Bouche à oreilélectronique,Satisfaction de client, fidélisation de la 

clientèle 



 

 

 

Abstbact : 

The aim of the studyis to clarify the impact of the electronicoperativeword on customerloyalty, 

specifically the impact of the electronicutterance, whether by changinghis opinion about choosing 

a particularproduct or service, or even by motivatinghim and creatinghisdesire to try a product or 

service whileconvincinghim of itthrough publications and commentsleft by othercustomers. 

Aftertheirexperimentthrough social media, and in order to achieve the objectives of the study, an 

electronic questionnaire wasdistributed to a sample of 132 individuals, and a number of 

statisticalmethodswereused and processedwith the Statistical Package for Social Sciences (spss 

V26). .  

To find out the resultsreached, as well as to test the researchhypothesesthatweredeveloped, as the 

studyshowed a statisticallysignificantrelationshipbetween the electronicword of Mouth on 

customerloyalty 

Keywords:WordOf Mouth ,ElectronicWord Of Mouth,Costumersatisfaction ,Costumer loyalty. 

   

 

 


