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3HQHOLWLDQ� LQL� EHUPDNVXGNDQ� XQWXN�PHQJDQDOLVLV� EDJDLPDQD� SHQJDUXK� DQWDUD�

YDULDEHO� EHEDV� NRPLWPHQ� RUJDQLVDVLRQDO�� NHSXDVDQ� NHUMD� GDQ� EXGD\D� RUJDQLVDVL�
WHUKDGDS� NXDOLWDV� OD\DQDQ� VHFDUD� SDUVLDO� GDQ� SHQJDUXK� DQWDUD� YDULDEHO� NRPLWPHQ�
RUJDQLVDVLRQDO�� NHSXDVDQ� NHUMD� GDQ� EXGD\D� RUJDQLVDVL� WHUKDGDS� NXDOLWDV� OD\DQDQ�
VHFDUD�VLPXOWDQ��3HQHOLWLDQ� LQL�GLODNXNDQ�SDGD�37�$PXUYD�3DUDPD�6XNVHV�GHQJDQ�
PHQJJXQDNDQ�SHQGHNDWDQ�NXDQWLWDWLI�GHQJDQ�WHNQLN�SHQJDPELODQ�VDPSHO�MHQXK�\DQJ�
PHQJJXQDNDQ� VHPXD� UHVSRQGHQ� \DLWX� VHOXUXK� NDU\DZDQ� 37� $PXUYD� 3DUDPD�
6XNVHV� VHEDQ\DN� ��� NDU\DZDQ� 'DWD� \DQJ� GLJXQDNDQ� GDODP� SHQHOLWLDQ� LQL� DGDODK�
GDWD� SULPHU� \DLWX� PHQJJXQDNDQ� NXLVLRQHU� XQWXN� GLVHEDUNDQ� NHSDGD� VHOXUXK�
NDU\DZDQ� 37� $PXUYD� 3DUDPD� 6XNVHV� GDQ� GDWD� VHNXQGHU� \DQJ� EHUXSD� EXNX�
OLWHUDWXUH�GDQ�MXUQDO�SHQHOLWLDQ�WHUGDKXOX��+DVLO�\DQJ�WHODK�GLSHUROHK�GDODP�SHQHOLWLDQ�
\DQJ�EHUMXGXO� ³� 3HQJDUXK�.RPLWPHQ�2UJDQLVDVLRQDO�� .HSXDVDQ�.HUMD� GDQ�%XGD\D�
2UJDQLVDVL� 7HUKDGDS� .XDOLWDV� /D\DQDQ�37� $PXUYD�3DUDPD� 6XNVHV� 'L� 6XUDED\D³�
DGDODK� WHUGDSDW�SHQJDUXK�SRVLWLI�DQWDUD�NRPLWPHQ�RUJDQLVDVLRQDO� WHUKDGDS�NXDOLWDV�
OD\DQDQ�\DQJ�GLEXNWLNDQ�GHQJDQ�QLODL� VLJQLILNDVL�VHEHVDU��������������GDQ� W�KLWXQJ�
������ !� W� WDEHO� ������� 7LGDN� WHUGDSDW� SHQJDUXK� DQWDUD� YDULDEHO� NHSXDVDQ� NHUMD�
WHUKDGDS�NXDOLWDV� OD\DQDQ�\DQJ�GLEXNWLNDQ�GHQJDQ� QLODL� VLJQLILNDVL�VHEHVDU�������!�
�����GDQ� W�KLWXQJ��������� � W� WDEHO��������7HUGDSDW�SHQJDUXK�SRVLWLI�DQWDUD�YDULDEHO�
EXGD\D�RUJDQLVDVL�WHUKDGDS�NXDOLWDV�OD\DQDQ�\DQJ�GLEXNWLNDQ�GHQJDQ�QLODL�VLJQLILNDVL�
VHEHVDU� ������ �� ����� GDQ� W� KLWXQJ� ������ !� W� WDEHO� �������'DQ� WHUGDSDW� SHQJDUXK�
VHFDUD�VLPXOWDQ�DQWDUD�YDULDEHO�EHEDV�NRPLWPHQ�RUJDQLVDVLRQDO��NHSXDVDQ�NHUMD�GDQ�
EXGD\D�RUJDQLVDVL�WHUKDGDS�NXDOLWDV�OD\DQDQ�\DQJ�GLEXNWLNDQ�GHQJDQ�QLODL�VLJQLILNDVL�
VHEHVDU��������������I�KLWXQJ�������!�I�WDEHO�������VHKLQJJD�PHPEHQWXN�SHUVDPDDQ�
OLQLHU�\DLWX���<� ���������������;� ��������;� ��������;� ��H��
.DWD� .XQFL�� .RPLWPHQ� 2UJDQLVDVLRQDO�� .HSXDVDQ� .HUMD�� %XGD\D� 2UJDQLVDVL��

.XDOLWDV�/D\DQDQ�
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7KLV�VWXG\�LQWHQGV�WR�DQDO\]H�KRZ�WKH�LQIOXHQFH�RI�WKH�LQGHSHQGHQW�YDULDEOHV�WR�
RUJDQL]DWLRQDO� FRPPLWPHQW�� MRE� VDWLVIDFWLRQ�� DQG� RUJDQL]DWLRQDO� FXOWXUH� RQ� VHUYLFH�
TXDOLW\� SDUWLDOO\� DQG� WKH� LQIOXHQFH� EHWZHHQ� WKH� YDULDEOHV� RI� RUJDQL]DWLRQDO�
FRPPLWPHQW�� MRE� VDWLVIDFWLRQ�� DQG� RUJDQL]DWLRQDO� FXOWXUH� RQ� VHUYLFH� TXDOLW\�
VLPXOWDQHRXVO\��7KLV UHVHDUFK�ZDV�FRQGXFWHG�DW�37�$PXUYD�3DUDPD�6XNVHV�XVLQJ�D�
TXDQWLWDWLYH� DSSURDFK� ZLWK� VDWXUDWHG� VDPSOLQJ� WHFKQLTXH� XVLQJ� DOO� UHVSRQGHQWV��
QDPHO\�DOO�HPSOR\HHV�RI�37�$PXUYD�3DUDPD�6XNVHV�DV�PDQ\�DV����HPSOR\HHV��7KH�
GDWD� XVHG� LQWKLV� VWXG\� DUH� SULPDU\� GDWD�� QDPHO\� XVLQJ� D� TXHVWLRQQDLUH� WR� EH�
GLVWULEXWHG� WR� DOO� HPSOR\HHV�RI�37�$PXUYD�3DUDPD�6XNVHV�DQG�VHFRQGDU\� GDWD� LQ�
WKH� IURP� RI� OLWHUDWXUH� ERRNV� DQG� SUHYLRXV� UHVHDUFK� MRXUQDOV�� 7KH� UHVXOW� WKDW� KDYH�
EHHQ�REWDLQHG� LQ� D� VWXG\�HQWLWOHG� ³� 7KH�(IIHFW� RI�2UJDQL]DWLRQDO� &RPPLWPHQW�� -RE�
6DWLVIDFLRQ�� DQG�2UJDQL]DWLRQDO� &XOWXUH� RQ�6HUYLFH� 4XDOLW\� RI� 37� $PXUYD� 3DUDPD�
6XNVHV LQ� 6XUDED\D´� � LV� WKDW� WKHUH� LV� D� SRVLWLYH� LQIOXHQFH� EHWZHHQ� RUJDQL]DWLRQDO�
FRPPLWPHQW YDULDEOHV� RQ� VHUYLFH� TXDOLW\ DV� HYLGHQFHG� E\� D� VLJQLILFDQFH� YDOXH� RI�
�������������DQG�W�FRXQW��������!�W�WDEOH��������7KHUH�LV�QR�LQIOXHQFH�EHWZHHQ�MRE�
VDWLVIDFWLRQ� YDULDEOHV� RQ� VHUYLFH� TXDOLW\� DV� HYLGHQFHG� E\� D� VLJQLILFDQFH� YDOXH� RI�
������!������DQG�W�FRXQW���������W�WDEOH������� WKHUH�LV�D�SRVLWLYH�LQIOXHQFH�EHWZHHQ�
RUJDQL]DWLRQDO� FXOWXUH� YDULDEOHV� RQ� VHUYLFH� TXDOLW\� DV� HYLGHQFHG� E\� D� VLJQLILFDQFH�
YDOXH�RI��������������DQG� W�FRXQW�������W� WDEOH��������$QG� WKHUH� LV�D�VLPXOWDQHRXV�
LQIOXHQFH� EHWZHHQ� WKH� LQGHSHQGHQW� YDULDEOHV� RI� RUJDQL]DWLRQDO� FRPPLWPHQW�� MRE�
VDWLVIDFWLRQ� DQG� RUJDQL]DWLRQDO� FXOWXUH� RQ� VHUYLFH� TXDOLW\� DV� HYLGHQFHG� E\� D�
VLJQLILFDQFH�YDOXH�RI���������������I�FRXQW�������!�I�WDEOH�������WKXV�IRUPLQJ�D�OLQHDU�
HTXDWLRQ�QDPHO\���<� ���������������;� ��������;� ��������;� ��H�
.H\ZRUG� � &RPPLWPHQW� 2UJDQL]DWLRQDO�� -RE� 6DWLVIDFWLRQ�� 2UJDQL]DWLRQDO� &XOWXUH��
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