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The Effect of Knowledge Management on Crisis Management in 
Jordanian Governmental Administrations 

Abstract 

The research aims to showing the correlation relationships and effect factors 
and their significant coefficients between the two variables (Knowledge Management) 
and (Crises Management) in addition to recognizing the existence of knowledge 
management in Jordanian administrations (Sample of the research) and applying this 
knowledge in Crises Management. We are used (250) questionnaires were distributed, 
that consist of (40) items to measure research variables according to judgable and 
tested measures on three service governmental offices such as, Amman municipality, 
Al-Salt Town Hall, and Customs office were restored (128) questionnaires. 

These service offices have been selected as an intended samples of research 
and the employees including heads of department, their assistants and the first line 
supervisors, because they are responsible for the emergency rooms or crisis items in 
their offices. 

To achieve objectives of research including the effect of knowledge 
management on crisis management, this research represents the first, efforts trying to 
connects between the two above mentioned variables, in order to prepare for the effect 
tests through Pearson, correlation, simple regression, and (T, F) tests.  

The research concludes the following: 

a- There are correlation relationships between knowledge management and crisis 
management with a correlation coefficients (66%). 

b- There is a significant effect of knowledge management on crises management at 
(41%). 

c- There are different factors of effect of knowledge management dimensions 
(staff, organizational procedures, and IT) at all stages of crises management. 

d- There is no significant effect between personal characteristics and knowledge 
management, (R2=0.012), and  there is an opposite effect attributed to sex, age, 
qualification and training courses at all stages of the crises. 

e- There is no significant effect between personal characteristics and crisis 
management R2=(0.062) and there is an opposite effect attribute to sex, age and, 
qualification except trainning courses and job period length is significant. 
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مراحل إدارة  أدارة المعرفة 
 الأزمة

  اكتشاف إشارات الإنذار

 الإستعداد والوقاية  

احتواء الأضرار 
 والحد منها 

  إعادة الوضع الطبيعي  

 الأفراد 

لاجراءات ا
 المنظمية 

تكنولوجيا  
 المعلومات 

  

 السمات الشخصية

  التعلم
  التنظيمي

 المتغير التابع المتغير المستقل

     ؟  )     (تأث	� هل ی�ج� 

H2   

H1)* ( ؟(    )هل يوجد ارتباط 

H3 H4 



 

� �

١٠٣ 

���
�3���4"�2א����01א�/"
���3���4"�2א����01א�/"
���3���4"�2א����01א�/"
���3���4"�2א����01א�/" J� J� J� J6د��6د�א��6د�א��6د�א����7א
 ٢٠٠٢٠٠٢٠٠٢٠٠٩٩٩٩:/�:��:/�:��:/�:��:/�:������–����א�9���8
�7א�9���8
�7א�9���8
�7א��9��8

���ق���Xא���� �%��ق���Xא���� �%��ق���Xא���� �%��ق���Xא���� �% �� �� �� �
�YYYH��AB��YYY�م�א���YYY9h�ن�����+���YYY��g	و��YYYABس���?�א�YYY�H�eYYY
��YYY`�6א�א�M6אYYYL.�yYYY��zض��YYY?�


�[�د�.`�������Xא���� �%�و�א,��"��%�א�9� ":�������0�W��HF��ذא%�א���א�/��:��وא,#�����وא�"-�����lא,���
��08Jوא�����،� ���q�����������:�Y���*Y�
�b���eY�i���)��"��v�]oB�fא`����ن��[K��vא�א�?�ض�0�	
�[Y�د�

��6�0K.ن��Z(��א��א�6oق�א����L<�وא,^["ن�و�����wא��9�%}�'�د�א`�%�`���0 �
�����:أداة البحث �� �� �� �

+�F١٤�E���YYY،�وEYYYB�٢٠٠٧E�qYYY��Uوא���`�YYY<�وא��٢٠٠٢E�،F�،>���YYYא�#���ZF،fPYYYא
�[YYY�د����YYY�س�
+����Y���Y�س����F٢٥�E����س�(دא���א!ز������YY0��Y(Mitrof,1997)�د�
�*�����س����א	
�[����س�אدא���א,��+��و���

����`���f�#�6د�א��א�¢�o:�f�����0�0�د�و.�b±F٤٠�E 8J��א��:�A �'���+���� ���`	[��א��	אًu`�K� �
�א�6oق�وא��9�%א�6oق�وא��9�%א�6oق�وא��9�%א�6oق�وא��9�% �� �� �� �

�*�

�ض�א	`����ن��ZF٦�E�eg�v��q²�@]#³א��KB�`	א�q� ��]�
وא`��� و���+��
�و������و�93 ´"��و C6و�� ،2"3� �K#Lא ��H["א �.و � �7وא �(ن v��y�`و� ،%�
"�"�� �K#Lא w9��'� �

��]�
�K+��א%�א&`��� ���?":��و �
+� �א��9�% ��.� 6��Z����gא��f�g6א�א� �א	PB�ق w��س�������� ���.� µ�� و��� w����� و(}�د

�q���9�.����#�[�?�א%�وא,�?�א%�א���6��:#"ن�/
F٦٠�E٪���`	�8.��¢�א�hن��Fא,���س�E�_��
��"ل�
�٪٩٥KE}�H�\?�0�8�hF٠[��א,�����wوذو�-��%�
�ل، �

��l�oh&א����א!`���l�oh&א����א!`���l�oh&א����א!`���l�oh&א����א!`��W�W�W�W� �� �� �� �
�Wא 6L.�X������Pא��KL�Mא��6א`�،��Zא	`��� ��0�!`�����א&���l�ohوא�"�����א������ �

١� Jf0�P$א�j`"�א� �
٢� J>����,א�Mא��	א 
٣� J�:"�,א��P/�#�א�א%�وא��א 
٤� Jط��B�	א�%F���� 
٥� Jz�j�P��6א��א�	א�w��Simple Regression Coefficients  
٦� J�%א����gאT,F��:"/���C"�P��\zو�F٠١}٠�E{F٠٥}٠�E� �

   :أدبيات الدراسة والدراسات السابقة
/üëc@ZñŠa†gòÏ‹È¾a@@@ @

....� J� J� J� J��]L!م�وא"A��WWWWא,�A"م�وא!L[��א,�A"م�وא!L[��א,�A"م�وא!L[��א, �� �� �� �

�eYא���E���Yא& PY�ن��BFא�/\�و�Bא+�Y\�א,��+YA]��B�qY��XY���Y��و¶�AY��و�"�YL��وYL"�א���Yد��������������·:�

�����eYY

�YYB��YY��eYYא��v.و� ��YYB�qYY��wYYא�2وYYh^��א%���AP̧YY]�B�qYY#���6YY:6
�M�YYو.و��	ً�#YYt.�%KYY¹�8אYY�h
�"oYY��א�K��������I�YY�B�_YY�"H�'�6��و�د�YY/
و
���v̧YYدم�א!�YY�B��YY]�F����YYºز�ذ���YYא,��+��YY'�א�#���YYא�PYY[�و:��
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�*�(دא���א!ز��%�'�א&دא�א%�א$#"����א!�د ��.-��(دא���א,��+��
�*�(دא���א!ز��%�'�א&دא�א%�א$#"����א!�د ��.-��(دא���א,��+��
�*�(دא���א!ز��%�'�א&دא�א%�א$#"����א!�د ��


�YY`!F�6YY����وא��oYY«�א,�/�YYt.�6YYh.��YY�H#�ل�א,��+��YYو�� �i�\YYو ��YY'�א!ذYYL�ن���و
�%6YYא

/�6YY��א`٢١W١٩٨١�KE���" ���YYא,��YYg�6YY�ن،���YY+��,�6���אYY����0@�א�YY��א�M�YY
��0���YY/A#وא����JP̧YYوא���א+����YYאو

�������Y������א�|�h�و�\����+��א!�t���وא$Y"אد�2وא��Y"א��Lو��P�����(ذ�
�+\�� Kא0�k�,��+��א�P��وא�
��A-6وYYhF�،fPYY��#�٢٠٠٥א�KE���"+�YY�.�6YY�+ن�"� �YY "��א��YY�.א����A/:6وYYBא�"
���YY`وא��YY����J���6א%�אYY��א��YY��

�١٣٨W١٩٨٨KEز��:�،�Fو.���"א�
����h��Aא$#[�� �
������������YYو���YY:"�/��8אYY:د�h!وא��"PYY�وא�א�PYY+��YY]���YYA0א�"YY]�L�6אYY�+�wYYlא!وא�@]�PYY,وא���YY��א��YY�.

������J���0�vL"��YY`�qYY��%א��^YYhو�M��YY���qYY���"PYY��H��������6אYY:6��M��YY���6YY��"B�qYY
�Fً^YY+�،ن�YYLe�وא�wYY�
��v�YY#J�����L"�^YYg.و��YYL�"̧�6.ن��YY�0�@�YY0א!و��I)�\YY��� א�vYY-�،�YY�������وא��YY:��/�א��YY+��,�0א�"YY]�Lوא

�����vL6/

KY��\Yو��א,��+��Y��Y�h�w]7Y"ل���K������������9Yوא�Le�ن�وא	`�6	ل�����0�M�,��+��א���[���"/B�v-
�'��]��M��א @�و��"H�w#t�*�
�%��EB���01وא&دא����وא�/6`��وא����אKKK¼א��K� �

����PYY�#,א��YY+��,א��YYA .��YY+��,א�v�L�YY���qYYل�و�FYYg�qYY��YY0����و�א.��YY`�6א�א?�Know-How�?
(Awed, 2004)�KوLf?�%��"��,א�v��/B�?و�j0وא��א�q
�U7#B�B6��q��j�P0�w#t�%��"��,ل�א�#Yt.�

���F�٢٠٠٠Peter,EKو.`�`��%�א������wvAא,��+�،�و0/� �
�#�qYא��?��Yא%����vY� ��Kא,��"�Y�%�وא���PY��\��6Y:6������'���Y`��²���2"YJ+�א,��+���Y(دא����A"م������.
�YY:�Kא���YY��0�'ل��YY]
�(دא��¾��YY�Aא,��"���M6YYA0�%�YY'��א������qYY��YY:6א���YY"د�א���6YYH�\����YYJאYYh1Hא&
�YYYYYYYY+��,א�K�،�6YYYYYYYY:6J��א�_YYYYYYYYو��*YYYYYYYY�
��YYYYYYYY4e�א��YYYYYYYYA E0�kא&د�א�Z��אYYYYYYYY����F�����q��YYYYYYYY#�ل�א	6�YYYYYYYY`

FMalhotra,2000�E��،��qو�����Y ����Yg.دא�������)�UY:��B�qY#����Y+��,א�����YA E0�?������Y�]��/��א�%�Y��]���6אPY¾
�*�PYYYB�|YYY�אXYYY��I)وא��%�YYY ������YYY�"��,א��YYY�������6YYYH%�'��%�YYY�"��,א��YYY��"�"/#B6אعYYY0&���6وאYYY��وא�

"א����wא,��+����و~���Q(دא���،F�K١٩٩٨Malhotra,�E+�אد�����Fא	#�0��:�����-F-��g6א���fLF�!ص�א��Yt�
�L��Y��
�0�v������YY��"�"/#�����Y`�`!א��YY�/��א��YL����
�0��YY��"�"/#��وא�،��Y�]��/��א�%�YY��]��وא�،�wY]��א��"YYH
�F�K٢٠٠٤Awad, EKא,/�[��ز:�د��+������(�Iא,��+��و�M6AB(دא��،�Eא,��"��% �
����� J� J� J� J��+��,د��א�o���+��,د��א�o���+��,د��א�o���+��,د��א�o�� �� �� �� �

 ,(Sveiby,1997,42)�(Spek&Spijkeret,1997:13).��6̧א��q���9#א���9h@�.�9�ل
(Davenport,1997:9)%� ����א�fL��+��,د��א�o��vL.ن�.�q��vL���وY���fYL"ز�.و���[�Data ����%�Yو

��������AB�63ذא��L��?B�v�:�«����P0�yl��hو�.،�������I)��AY�:"zو��YA������v�Y:�«��Y���6l���(ذ�B#"ن������Hא�
��YY��Hد�%�YY�"����K�����		ن�ود�YY���%ذא�%�YY�"��]���XYY�]¾�	)�fYYL��YY���YY+��,ن�א.��YY]ذ����YY¹	6م���PYYB�%


YYYg�%�YYY ��0�eYYY�م،������YYY+��,א�wYYYhא���\�YYY�א���YYYא��،.و�:�v�YYYو�oYYY ��YYY��L�'��A�YYY"ص�	��#YYYA]A+�qYYY��وو
��]#h،���ذ��،�+����،%��"���F�،�vª٢٠٠٤�E���epوא�v����وא����K�א�fLو�.Saffady,2000)KE� �

��t.Turban,1999 ), (Applehans & Laugero,1999)�Eص��F��Y`ن�א.�I)�q:�gو�

��YY.و�א�#1و ���������qYY#���YYא"����yl�YY-و�I)��YYL�:"�Bو��A��#7YYBو��AYY���zאد�و�YY+!ل�אFYYg�qYY��v�YY:��YY+��,

�A����Bو��A]A+�K�C�:�@h�'Leonard,1999)�E�`.�fL��+��,ن�(دא���א. Capture ����YA �gو��Y+��,א
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������Y���@Yh�'��YA��� )د���Y
�6
��� (Hansen, et. al ,1999)و(Y]��B��Y+��,ن�(دא���א.�*Y�
����yl�Y-"�א�*Y�
��K"`������[��+��א,���� �

�������A+�̧
�6�+��+��]�����B��"�/��k�/Lو(Dykeman,1998)����jY0��*Y�
��Y��0���א��A .�*�
�
و.ن���YA"م�(دא���א,��+��Yو+KYL�yYא�א,/���"Y	��fY?�:دو��א�"-�K������������wY0�yl�Yא,��"��%�א,H�X����#�̧A"א
�6א��?������

���6YY�"�,א��YY+��,א�*YY�

��6��oYYJ"ل��PYY��wl�YY`و�fYYL��vA/YY9@�و�h�YY��א�¤YY�0���YY��@YYh�'�����7YY,�0��F
(Hanley, 2000و�(Montana.,2000:4) ��wg6T�����Y+��,ن�&دא���א.�*Y�
�א���[��א,^�+��(ذ�.Yt��وא�

�������8YY�h��+�^YY,א��YY]���א�yYY�g�'��A�]L�PYY��C6YYو���YY���ًYY��� �6YY�B�|YY�א��YY+��,א�qYY���YY]���א�yYY�g�'دو��
I)���/���א! �[��א�q���+��,�7:�א ���\�א��/����א��א�X��w�����א��K� �

����������������fYL��Y� �9�وא��Y+��,א�*Y�
��Y@�א!و�fYL�Iא$oY"ل��Vو�*Y�
�Fً�.���+��,م�(دא���א"A�:6ل��
���6���v�L&دא���א,��+���FYg�qYل�א,�wg6Yא,�Y�f،�وא�/��K����������Yא`��Fص�א���[��א,^�+���
�k�/Lن�.��]�

����������Y�.�،>�Y#+ل��Yس��.���YA .س�و"]�������wg6Yא,/�[��Yא,��+���Yא�A E0������������YA E0��Y���Y�/:�>KY���"�"د�
�����YY+��,دא���&��l�YY�/���YY+��,א��YY]�H�*YY�
��YY��:و��YY]�/,م�א�PYYH.�wYY#��w��YYtم�"YYA���K�fYY�]��א�wg6YY,وא

����YY��]
��YYA .�*�
�YY���YY�/+��YY+��,دא���א&Operation��YYt.�8YY�h�(Rastogi, 2000)��YY��]��א��YYA E0�
�"��א��P���א,��+��وA��g��وA �g��وא,A�+�����7��א�/������א,�#�������/�y�P 7���%�א,/�[����'��

�A��6��Pא!+�אد�و��w�H�q���Lא��#Bو��L�:"�Bو�K� �
����Yt.�ًא�Yg.و(Turban, et. al, 2001) و(دא�������������Y�#0��Y+��,א���Y#�0وא�XY�]¾��Y��]
��YA .�


����'�א����7��0��A����B�w�.�q������7,א�w�APB��6א,��+��و
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....� J� J� J� J��]L!م�وא"A����W�W�W�Wא,�A"م�وא!L[���א,�A"م�وא!L[���א,�A"م�وא!L[���א, �� �� �� �
�A"م�א!ز�����8�h�qא$��wא,��'�א��6B�>Kس�+�_�+��6
��Mא	o�H�د:@�א!ز������������U��¿

،�
��،���"د،�����0��،v�^B��A E0KKK¼א�K��26אYh!��0���`	وא�w��.���א�e�+�@��"�Pوא�
/A���0د��א�
��wYY96א��YY:6AB�wYY]z��YY/���Wز��	�YY�א�،yYYlلא$�א��YYt&ع،�א������YYA E0�@�
�YY]��	א��YY���YY� �@YYh�'�،>و"YY/�א

?����������YYم���YY�/�د��א�YY
.�_YY����YY���:�>KYY�א��YY�!م،�א�YY�/�א���YY�06د�YYAB����YYi�q]^YY�B�|YY�א�UYYHא,"א�QYY�B
C�g.F�?،f7��$�١٩٩٨אKE� �

�YYא!ز��M�YY�Bو�YYA E0��,א�UYYH"YY�א���l�YY�/�א��"PYY�����YY`ن�"YY#:�6YYH���oF1PYY0س�و"��YYH�E�YYوא!ز��
��0��A�:��B�q#����A E��Mو���و�א������� 	א����Y ل�����"אFYg)�Y0���6د������Yz�|Y�ل�א"YJ��א��Y�� �wY9~אزن�و"�
��w���P��26אYh!א����Y:��Y²��>دu����%א�Y?Bل�"oYh�I)�����Y��Kو����qY���Yل���א!ز��Y]
�א$�����fYL���Yو���Y� ��YAא!
� (Shrivastava,1994).א!
[�ل�א�|�B"א�AA���/�[�%�وא,������א6³د�� �

�YYYA E0��L"�YYY�"+��`��PYYY�א���YYY]�
��YYY�.�?��YYY�h����C�YYY�B�f�6وYYY�אع�א�oYYY�א�wYYYhא���qYYY����"YYY���
�������

"א��w`��`���وאo�H�د:��وא��[��I)��A0��`.K���":��]�6��wYh����6א
،y�Hد�w#70م�א!ز���و"A�,�

��YYA/��%6دYY�B�8YY�hل��YY]
�YYA"م�א��YY?��א,��W�'�À��YY.و��"אB�UYH"א�YYAA��א,/�[YY�%�و�/�[YY�%�א!��wg6YY�
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�f���gم�"�L�،%���/,א�w7+���Y]�/KKK¼א�K��������C"�PY��"YL�wg6Y,א�אKYL�%�Yº�qYو�
���Y�+.6،��دود�Y:6A��لא������Y#�א����PYpא�،�Y:"H�Mitroff, 1993: 33):E�،F(Hermann, 1993�،)��f��7Ypא

��٢٠٠٦EKوא����، �
����� J� J� J� Jم�אدא��"A���א!ز��%�א!ز��%�א!ز��%�א!ز��%��A"م�אدא����A"م�אدא����A"م�אدא��� �

������YYא!ز��v�YY�/Bو�w:6YY���א�v�YY:�UYY���*YY�
�.و����YYאً�:�����fYYدא+�6YY:AYY�����ًYYل�KYYLא�א,�YYA"م�
ً�
�*��w]zא�^?"��%�����[/�[�א������6	60��X �ن��"#:�q������KF
�אl�op«�א,[�f��١٩٩٦E،����Y،�א!

���،����B1אYYYYYY`&א�M6אYYYYYYL!�6אYYYYYY:6AB�،�
�PYYYYYY0��A-6وYYYYYYh�wYYYYYY�H)��������?7YYYYYY��א�%�YYYYYY��]��א�UYYYYYYH"Bو��YYYYYYH�

(Lenther,1972:27), (Terry,1988:43- 44)K� �

�qYYY#אض��(و��YYY�!��YYYز�!�fYYYB£א�UYYY:����د�אج�א��YYY/93?,א�QYYY�B�fYYYL���YYY�H"�,א��YYY��6,א�UYYYHא"
������YL���q
��L��~6د����»l�oÁ�vP�Bא$6و�2(ذ��Kو�������Y���Bو��A0��Y`.و��A-6وYh�%�YHو.�kد�א.�qY#�

�YYJ�
��א$wYY،�א	`6��YYאد،�א��YY`»��،fYY����א�y�H6YY��א�،�و�وא�YY��א��YY و�Tز��YY�~و��YYA�+א�Bو�،\YYH"�א�j?YY�
�١٩٩٦EKא!
��6h.F�K�،fא�2و.��א����د:��و��/":� �

�جججج J� J� J� Jא`����א!ز��א`����א!ز��א`����א!ز��א`����א!ز��%��%��%��%��WWWW� �� �� �� �
���%��]PYY,א��YY
�وא$6YYو،�2�KYYא�،�وא£-Y/�B،���Y"ع�.`6YYh����YYو�2א!ز�Y�%،�و��,6Y�����YYA )��YYد��و��/"

�����A��oYYYYYB�|YYYYY�א�%�YYYYY
�،١٩٩٧Eא���YYYYY/ E+W�F،6�PYYYYY	�L�oYYYYYh��YYYYY//#�،�(ذ�6YYYYY��Bد�6YYYYY��0د�אYYYYYÂ�	%�وא����
F(Mitroff,1993�،F،>#�د�١٩٩٦אE،�F���
١٩٩٧E،�F�$א�،f7١٩٩٨�KE �_��
��Wא����A0��`.�f��א­Y¬U/oIو �
.� J��]��/B  �� J��/+  ج� J���gد  دא� J������������g  LY� J���"�"/#B  
�و J/0*��`�`.�  ز� J�:�70  ´� Jא�������ط    J��
�k  א��[� J�����  
�ل J)�:م  دא�� J���g  ن� J������  س� J�E����ع  � J��:�#P
  

��������������YA���/ �|Y�א��Y� א!�د��Y��"#$א��l6وאY���6'�אl�PY�א�fYL�%�Yز�����Y����pא!`����א�w9~و� �
�/93�'K� �
�دددد J� J� J� J%�אع�א!ز��%. "אع�א!ز��%. "אع�א!ز��%. "אع�א!ز�" .� �� �� �� �

���qYYYYY���YYYYY9�.�I)�woYYYYY����YYYYYA

6YYYYY��BF١٠٠�E��ًYYYYYد�. "א" FMitroff,1993:33�EwYYYYY9�W�YYYYY���,א�،�
���:"P��وא،����������،�AB6Yt�8Y�h�qY���ً^:.�U��¹�8�h��:�7��و��وא���،�YA/:"#Bو��،�YA�]
¡"���YA�،��وB#�א�YL�،��و

�١٩٩٧�E���،�Y������I)��Aא��oY�غ����8�h�q���������Yt.�6Y�+Fא,L�-EBK������،C"�PY�و�/oYB�I)����،ن�PY &א�X/Y��qYو�
.Y�g����.و�א���"�"����Y.و��" ���Yو����6:6tא�p"���و
�د:���(دא�:�،����(دא�:�،�و.ز��%�+/��،�.و�אo�H�د:�،��

�٢٠٠٣KEKא�EF�K�،'�oא��#/"�"��� �
YLYLYLYL� J� J� J� J%�א!ز��whא!ز��%��א�whא!ز��%��א�whא!ز��%��א�whא��� �� �� �� �
����t.FFink,1986:20�E������������Y#אض����
EY0�w9]�B�whن�א!ز���~������6�0א.�I)،���،د��Yh��Yو.ز��
����¢�oB�v-�qو���h�v�:�v-��/����A�Kenneth,1993:79)�E�����Y�+6JدY#B�8Y�h����p�0��L"ن�א&دא���
��Yز�F����
�و( #Y���א!ز��I)�،�Yאن�AB��Yt)�¢�oYB��وא���Y�h���vY-��JYא���v�Y�Jא��/��[fY،�(<�و�Y"د�����������������،�وא
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WEllion,1993E6אد��YY`	א�����YY�9�אزن�وא"YY��د��א�YY
.�vYY-���YYt�����YY6و�2א!ز�YYh��YY�hو����YYز�	6و�2.YY$�K�

�L6دh�ًא�g.وMitroff, 1993: 10-11) �E`��6א	א�،�אK &א%�א��t)د��د�
��Fز��،�א�h"א��א!��א�،�و(
f�����א�X��KEא�7����Fא�" �
�وووو J� J� J� J%�دא���א!ز��%(دא���א!ز��%(دא���א!ز��%(دא���א!ز�)� �� �� �� �
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F= 

2.16 
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R2 = ٠٦٤}٠٦٤٠}٠٦٤٠}٠٦٤٠}٠         F=1.373                Sig.=0.231 
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