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(!~17 ~ _ j-~;ffi;] 

~ ---"-L- --1..... 

~ '\ flU I=t 

§ oo~MIii±*~jIJ'~~ , iJiX-*fiii:~lm~t8~1JllA~Im1*ifjUf' ~~fIQlApq/L'ii:~:;;r;:2jS 
.)(1!{Id.tijft~ , it~JJX:fM$J:. ( ,L-:I!I!J:. ) :;;r;:m~ , }i~~Jjtjjjj$t%ijI§tIE~~l!I!J:.B9~m ' :;s:1Wi~ll~tJl 
~M.ll~.it*.JJX:~~~.o~~~~~~~pq~~t8Tl!I!~M••V~.~~'~.~~ 
.#iii~m!ft8~~iJi~ r ~~~ofiiJ5!iff5!i~ Jz~ , m~~Fil~. § ~ • 4i A:;;r;:~iJBJJ9B~J~, 0 fFj 

1i1ti~I:~1J ( Perceived Stress) • Yfij§lffliE!.,§"~ r pldlj5!i:1" ' JEz~ ; ~~:1" ' ~z~ J t8 
ftJltJ.~~Il+JTt8fi1UIi~~ , ~~fJ:iJ1t~f6::~ 0 r 11?;~tmfiiJ5!iff5!i~ J lIt1:ElMJlj5!ioo5.ttff ; m t 

~~.!f~*1Wi~~~~~JE~~~'.~-JJX::;;r;:.'~M*~r~5!i:1"'JEz~Jo~ijI§~. 

~~m~~~m.~~fl.~~r~~:1"'~z~Jo~M.~••~.MM~§~~pq~*JE 
~$' ji?& r §~ J tEJ:.Tt1~rr~' .tE~M1§./L' *3t.~WIf"F~1Jt8~iffi' If"F~1J0 

~*~ll~•• ' ••llMA.~fiiJTl!I!I~t8~1J·~fiiJ~~1J~.JJX:I~t8M1J'~••• 
~1=.it1J llilJJX:fIQIAt8If"FfilPi'@ 0 

Jl\'\Ift~j]IW}E_ 

I~~1J~BifIQIAoo;t-fi~* ' ~l1tiIj:fOfm*:;;r;:iitfEt8fj1f~~ms liI!lt8~1J 0 fiI!*~fIQlAoo 

.!i!PlmJl~tri7i-t8If"F1J1iijl§filPi'@iiX~¥fHjHIB9t1f!f ' ~n~t8IfFtli~~7t~ 0 ~l1ttJ~tliit;t~fiI 

~~.t8tri7i-.~z5!imtlfj1f!f·~I~7t••~~ofm*••m~'~mMA~BiM.mt8I 
~.~.'~.~~~.To~fiMfEt8fj1f~~~~.fiI!*'~.llfm*3~o~-~~t8m. 

t':l:IfFt8m~ •it~~f~~--fi~~fm.:fE~rsj~~9:~tHjtJ ; m~-1Joom~l1ttJTfIQlA:fO.1f§m 
~~~~'~~~fm~.~~t8.ffo~*I~t8~.tlAMBH~MAt8~~~~'~MJJX:~ 

Bt':l:.*To~lIt-fifj1f!f~-.fiI!*'~.~fm*t8~~oBifj1f~H~MA~1Jm~~.~. 

JI~~fl~MJJX:~fiIf"F~:1JT ( Schuler, 1980) fj1f~M*t8:;;r;:iitfE ' ;tm-MJJX:MA~1J~m0 

.m.t8~.,~~:;;r;:.fEll:;;r;:J:iJm~t8fj1f!f·~a~MA~JJX:~1Jo~~-MA~.fE**t8 

.~~~~filPi~YfijA~fE~'~.1Wi.Mt8'M:;;r;:J:iJ~~Bi.Aii:~fffiiJt8••~1Jom~#~ 
~*~~*••M*~fj1f~~Hm~t8,lIt~~~m~~MA~.~~••ll~.' •• rM. 
~~*6.$*~1ii J • ~~1:EAliiJj;OO~5Hff~IL'lm~m~Vi ; &z1:E~ooJj;ijI§rm § , 1Wi~lfdfIQIA 

~.m~Wli.·R~MAijI§~~•• 'M~1Jm~'~rM.~:;;r;:M.$*~.JoJ:iJ~MA 
R~~m!f~mlm~,YfijM*m~:;;r;:iitfE~'~~MJJX:~1Jo 
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••~h·~.~.~~~••~~.~·ft.M~I~~~.~~~.~ •• ' ••~~I 
fF • ~j?IfF~A ( Parasuraman and Alutto, 1984) ;f;I!tZ.hS9M~S9±~M'~ , ~£~M0 

A~h&~~.~~.~.*~ftm~~o.~~T: 

<Dm*!B9~ii 

@If'H1S:J< 
®fi3f5~~ii 

@A~fU]1* 

@IfFM':ii 
@~tIf($~)IU]-IffJ 

(l)::1FIf'Fii~•• 

I ~~B9 

I M'~B9 

I ff~B9 

> 

> 

> 

[ If'F~fIlj:j~ 

1 ~ • 
I • • 
1 ••B9If'F 

1 ~1}'If'F7WA I 

• :ii~.h~M~I~.hB9±~~*'~~*.M'~B9••&~~®5Eo~~~A.~~ 
M':ii~.~'e~ft••~••B9.h'~~.~B9$~(~reff)fiM~~••• ·~**~ 
~.fi~.~••~*~B9~ho~RMA~®G~h.~M':ii'.~~~••~~~ho~~ 
••~h~~~A®~'~~B9M':ii~Am••B9.h.~~~-~B9o.~.hM~~.~<D 
m*!B9~ii--~~.~&~m~W~B9~~~$'~~~~'~~B9~~~o@IfFm:J<-­

~~B9~h&m~·fiAB9.ff~'.~iiB9IfFo®fi3f5B9~ii--fi3f500~'fi3f5B9~~o 

@A~rajlU]1*--lIlarajOO~ ~ fi4Jf • ~~IEB9I1i'l-* 0 @If'FM'~-fi~ ~ Piif ~ *~~* 
~ 0 @$~B9fU]-IffJ-IfF ' Ji±~~JiJfB9~~ , $~B9PJtflW ~ m~ , If'F~JiJffljlJ! ' ~~ 0 (l) 
::1FIf'FiiB9••~h-%,(~OO~ , :1:ji5B9~~ ( ~r:l.tzI ' ,()~zA1:.~~1EL ' /J'\~I:fj~) 0 

MAB9M••~B9.ha~a~M5E.:ii••~•• ,~~••••~~B9AI••~.:ii 

B9M':ii ' ®@irPJ~.h••~•• ( Parasuraman and Cleek, 1984) ;Jt;M~A~ A Jil~Afg.0 

Mii~A~~£.~.hB9~.o~~~~.h~~~5EB9M':ii.1:.·W~~MAAfg.@irPJ*..0 
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Ul~ • 1!\Ii~ij~itJI 


~1NJl ' :Ji!:~m-m 


Il'F~ii1i;)E 

~ fJJ 

• Ifl] 

.~itJI 1'F I 
~;PI1'Fi'WAI 

iQ:ff@ Aiil~lI 

fi:~ • P,IJ**l'.B 
':ff~1Jof!SlJlt 

fJ **fiX; f!SI ~:ffCD 
~Il'F~;j(-

'fi3~itJlIf!!*o 

hf"*~~* 
~~ • :k~ (Z)0 

IJ'1i tI:l1:. ) 0 

lI.iilm-~Jl 

ffAIi~A;f§ 

.A;f§ jlJ(til ~M 

••itJ~1J~1:.~~~~jlJ(tilitJ~.·~@jlJ(til~.~._.m~~RitJ'1N.if:J&fi.itJ 

qj(~ 0 ~RitJ~~-CDmWlitJ~.11:&:II&!! ( GSR) "P¥IN~JIIii®*Wlif:Jd'JJ" lfrL~ " {} 
iJE1JIli! 0 ;jFr.t:JEitJii\U~~~ 0 fflf.litJ~~-~.~~IL' · it:f:1J~~r:p · fflf.lif~ , ~tA1:.~ 
NJE~ffB 0 fi.a'J~~-~~~~tm1la'J~u{ · it;@; El aitJR:I: · ~~P~Miif:J~u{~ ~.-~0 

:lJfIJ.cAJi,,*W3& ~~~~ , ~£.~4!:j&!.11:W3ji&Pj~P~~~f~1J{1Zfm,*r..~~ , llWtz.:ff~t}JrJIl 
m. (Frew, 1985) f!!:Ji!:l1R;jF~-1iIAitJ~1J · m~~fiX;i€@jlJ(til1lE. · ~~I*jjg~m:ff~itJ~1i0 

~~'~U~~1iIA~~~~1JitJ~.'~~~~1Jif:JfflJl~1:.~ooitJ&!!fi~o~~itJjlJ(til~ 

••~;paI~I1'FitJ~.i'WA&.~1:.~1J'l1R~.~I1'F~ii1i;)E.&~I~.lflo.~,~ 
~if:JI1'F~1J~~~~~~aI~RN1Nf.lL~~,~~~m~~1:.~~jjgitJ~.ot~:Ji!:*Wl 

~~1J~~~~~'®~fiX;fm,*N1:.~1Jm1i:l:~if:J~¥&~.o 

~jjgm.~if:JDm*7M~1J':Ji!:m1i~~if:J,tt~~1Jm~m~N1iIA~fiX;.~'~~itJ 
~1J&®jjg.nI1'F.~N~~.,*o~T~m~'~.itJ~1J~fiX;~~itJffl~N••i'WA®~ 

:a:t~l'H~ · [7jJ1t~Q{iiJ~fiX;~,~~1J1JlltJ~1iif:J~Jf ' :Ji!:1iIA&m~r:p;jf~:I:~itJI1'F ( Quick 

and Quick • 1984) 0 

~1J~t.,*N.~itJ~.

• 
D ~!l~1J 

•••~1J 

:g~~ 
!$ 
~ 
~ 
~ 

fa:. ( Distress ) ( Distress) 

I1'F~1JitJ~~*.·~~~.~:ffT~~~*.: 

- .. A ft~HT~~~:tJeg*jl'- : 

1iIAitJw*"~~Nfi.~~~~1:.!!1J'~QAm~fi.A~r.t:~:Ji!::~1J~I1'FH~' 
.~.~mt}J11:itJ1:.m~~·~~~fi~~m~if:J.H'~~_ffi*ElftfiX;.&~~oBm~fi 

.A~Hm&of!!~.~OO~~'Am~fi.A~~I1'F.it~ffi.*.LitJElft.~'t~ 
*.~A:ffElft.ffif:J••~~R~~.*R~itJjjg1J'H.~~.~itJ§.,mU~Bm~ 

~.!!1J ( Eustress ) 

~1J ft-jTI (j( 
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m~••JlX;:fi~A1:.~fJ~~ ( Taylor, Locke, Lee, and Gist, 1984) fQ~ A Mm!fi~A!ift~1f~IlEt-;1.0 

fJ ' m~# ::e ;f§ IifrHIt B9 f\;; iJ( 0 A ~m! fi ~AJld!1!f!.WH:'" ltiJf:L lI* I1J IDit!1~ ~ B Mm! fi ~AEt-; jifJ 

ffi ' llE~~'~"L\ItI~ , tl/J*tEm-lX{)ItI~$~(Sj1fm=lX••S9mtf1 (Burke and Deszca, 

1984) 0 

~z'A~m!M~Et-;A~~~I~E~'~tt~I~~~~~fQ~~~*~;*~~~~ 

11IjA~1fifiit~~ , /fftlit~;A~rm1* ' ~~I§1Jiiii1f@r,,'~ , t:14m.~ 0 ~iff El WJB~~::e~q:~iiilJ.j 

~U.~A~~fi~A~.fi~'~~ft~iJ('MA1:.~fi~Et-;~~&(~) 'fi~~.W' 

~W~•• o~~~~'AMm!fi~A~~~eftm.~a••I~Et-;~.~.~1:.~fJ~? 
jt.tP,/f~ , Taylor;f1:llaj (1984) 1iff~~~:tl'L,ItIJf:LlI*I1JJlJ!H*~~fr1ji~fJ&m~1frm~ 0Ilil 

~j\I~~JnX:JjJ~i¥~!f!.WJ{"ItIJf:LlI*l1J~~ , R~~Il.~fi~e;fJ&m~IL,m ' llE/ff1~lHrlI 
f'F*,~Et-;~:n 0 !f1~AEt-;~~!f!.ftm::e'L'~ir-~Et-;~W ' ~~IL'WlZSl*:t;IH9:* ' IL'ZP: ~ ~1Jg~ 

I 

fr1 ' IL'~][I1J:t;.~IL,Et-;±:~fJiI:* ' fZs:l~tlnfiiIf*t#IEE~Et-;OOWJ ' ~fjI§IL\zp:~fr1.~m~rmit 0 

= .. *~tY:J.~~I11=llthtY:J*jJj : 
*.Et-;••B&~~*.Et-;~.&ft~'liWJ~~Wfr1••;f§~~~ft••U~MnX:~iiii_ 

.iiiiEt-;.fJ,m~-&~~j\I1f~~I~~~.~'~~I~~~~~~~Iaj*~~.~~& 

~I~m~fr1WJ~o~~1f@I~Et-;••llE/f.~nX:.fJ'llER1Jg~~~~~~*~~1:.~~ 

.0*.Et-;•••~1:.~••••fJEt-;~mt~~iiii~.Mm!: 

1. *.Et-;••llE:1F::em-*~~~1fIf'Fe;fJ 0lIIl&Et-;7HI~*~~j\I~~~J*Z* ' f\;;~ 
.*.~&~&~:n'~I~~lIIlm~./f~~~&~ftiJ(~~*o~~*m••iiiiEt-;~~.~ 

~1:.~q:~IL'W1Jiiii'5tfj ( Bhagat, McQuaid, Lindholm, and Legoris, 1985) 0 
2. *.Et-;••B&.IlEt-;~~~~1fIf'F.fJ 0f7ijtln~Mm~&Ill.Et-;••.Lt~~/J'\m~B'3 

~.~~·~nX:I1'FEt-;e;fJ ' tzg~j\I~~#::eJ!*Et-;~iJ(~~f.I! 0i§:.tl5*~~llE:1F~¥IJ~::i­
.Et-;3i.t#1aj~0 

3. ~~Et-;&~FWJ~!f1Et-;•• ' 1:t-&t~3i~Et-;~.~~~~OO¥&e;fJ 0tzg~fJiWJEt-;*.~ 

1-t:fc~MA1f1E~Et-;~rl3' , f)t*~~~~.@~tt.Et-;~f.I!1JW ' ~~~lI*i5CllE:1FMAEt-;WJ~ , FJg'I) 

&1f1E~~.~RfjI§fJ~fjI§/f~Uf.l!H.::e~~Et-;m~'mU~~~nX:I~e;fJo 

4. *.Et-;••fr1jt@~~Et-;~Ht ( tlnffl~ " 1:./J'\~ " *A~m~~ ) i~I\li~?e: ' ~~~~I 
f'FEt-;.fJ 0¥M!Et-;*••1t ' fte1A~fjI§~!f1mfJfUm~.r,,'~f9¥iJCEt-;1JA ' f«.~iiii.f9¥~ 0 

&#~~tt.Et-;*••1ttt~±:~~.~~~1:.I~e;fJofZs:l.#~~~~.~.~~/f~~ 
~~a~'llERtE.1t~~fi~~.~~~'&~.AEt-;~fJm~~~Et-;~~o 

~ ••••Et-;~fi!f1·&1f14~*A~Iaj*&M~Et-;.~'~~~1:.I~~fJo&Z'~* 
~u~~~m~·~fjI§.~••Et-;~~&:t;.o 

7. M A & 1f'£~Ii&~f9¥e; fJ Et-;ii1Jltj~~~1:.I f'F Et-;.fJ 0 ~±:11J Et-; r,,'~f9¥ ~ii1(q-fjI§{~:f:EI.(tJ 
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~At'Bm 

Deszca, 

~5t~;fIJ 

F~~aj 

ifJiit: ' 
~ hlJ/E ? 

a~ 0 ~ 

t~lliEI 

I~~~ 

~IUJ. 0 

~.iElIDgX; 

~~~& 

~$;t; 

: , ~;1:{ 

.$$l~ 

m~t'B 

~~-

*~~ 
, pg{} 

iI:~I 

tJto 

1F1i!::f3 

, tlll~ 

l5IMt'B 

I·~ 

m~$l.~a-•••~.t'B~••• o&~'.A~.~~gM1Jt'B~it:m•••~I~M 
no 

~~~*~t'B$l.~~~a~m~~~t'B~ft~~~~:~~.~*I~®.~m~~~m 

~@.~;fIJ~.~~IUJt'BA.IUJ~@.~~t'B.~~.~~~~~~@m~mlUJt'B.A~~~~ 

~~IUJ~@~I~&ft.m.~~&f3a®~.~~~t'BM~m~®~~~W~I~.&~~. 

m:.~ (Louis, 1982 ) 

=.. I11=..t.UiiJ~j§pxI11=E1J : 

B~m.&.At'B~••~~~.~I~~1J'~1i!::M.t'B.I~frtt.I&~.~R. 
,ft••lID.£~t'B••~t'B.~•• t®~~-8m.~lIDt'B.~~~hoB~tt~1i!::m. 

~t'B*.'mM~m.&ft.m.,. ~R•••~~h~1i!::~.t'B*.(N~oomd 
QMick, 1985) 0 ~AIfl~frtt~1J3tta1!fl!lU]9~J{:tgt~ , !f!f~IJ1i!::W~ttB9tffllfr.It-~1J3tt£lID. 
1f1!B.M~ljB9~h : 1. m~Ij#f~2. tt~IJ~~~;ffji3. ft.~~4. Il'F@ij*IM~Jj~ 0 

1. jfl1lj~~~pltdi~IIY:JI1'F1I1J : 

~RB~~*.frtt.I~A••~1!f~&W~B9~.t~1i!::m~ma~lID••••B9. 
.o~m.~.~.gX;.;t;B9••~~.MgX;~BB9~~~o*.~~*~~.~~N5t~~~ 
nt'B MBA frttm~~f&'~l!iB-ttm~IJ#f~ , N5t~*=~f&'&mm~Ij#f~ , ~N5}~*A~1S 
1f~.tt~tI, ~N5t A~Jf:~.~~.iEj\••JiJTtJFff: (Rosen, Templeton, and Kichline, 
1~1)o#.iEj\m.B9.~~••~~&8*8•• '~~frtt.IB9*~g.~~~,~•• 
.~#.iEj\I~M••• ,mAWA~~t'BIUJ~.~.it:.~o®m.~T~~••~.B9I 
~'R1i!::.~R~.~AWA~~t'BIUJ~o.~~N5t~A~frtt.I.it:.~#.iEj\m.~ 

m' ••M.*~B.~~~.t'B•• o~am~#f~~~frtt.IB9*.~.' •••MB9i1: 
1=.5;*t'B!¥1JT~&Il'Ft'B~h 0 

I 

2.1i1111~~.t&~·*~PX;I1'FE1J : 

tt~~~~fiB9Ifl~'.iE~m.~.~~t'B.I.it:m@'1!f~~.t'B.it:_~afrtt.I 

~1f'~h'*$5tt'B~~_~afrtt.I~~tt'_Z~.~~,.it:~~~M~~~.I'~ 

~.it:••*~&I~~t'B.ffo~~£~B9*~~m~.'~~~.MRo~~M.~.tt~ 
~~~~fi~.'~~*.~~#~frtt.I~~t'B.ff&*.m~B.~R.o~wtt~~~ 

~&~.'~~frtt.I*~B.B9.iE&~ho~afrttftI~~ff~@**1i!::1J3tt~ffB9I 

~~~~'m••Am~~~~t®1J3ttm1i!::ffi~~~hm~o 

3. n.lY:Jli.iUf~PX;I1'FE1J : 

~.tt~~~~fi&••~frttftI~~-M.~~'~1!ffrttftI1i!::~f&'~••Jf:~~m 
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4. I1'FM*Hfij~~pxlI1J : 

I~~*&.~~~~.Am~I~~*&••~~.~••~~~bo 
~U~~NOOI~~~a~.~.~~~~~.ftI~~.b'~Wtt#~$~m••~ft 

~~oR~.~@.~~.A~••~.*~.~'W7M-~m~.b~~.'*ffi••~. 
~*~iffiBo 

4. ~ 

.~.~o.~~~A•• ,mX.s.'~~~~~1*~~.,~.~m*.b;-~OO~~ 
jijf~l?B5tz=~~~A*ijjt , m~IU11*j::tU1lIr~~~-:If'~if."ft*/J\ , -'-:!f~Bt.f ' 1:t4S 

Sc1 

~~ B1it~7T ' J:}-~OOJlIj~ I zp.~*& J-~~;tt./EJ5tf1l~~J}ij,*.~t±lm (./l(~~,0 fflMJ!1 
~ 77 ) 117J~1 

:t:jt~! 

~: 

wit 0 : 

ft~-~moo.~.b~.a.'~*••~' •••• 'I~-'-••m'~if.~.'.. ~~M 

~.~.~.b~*.'~~.fflA~•• '0~~••~~~~~~.b'.#~~~&.' .)0 

@1z:1i::~~flJ~/f!t.~.~~Jm Fc~~0 

[Hru.~Wf~~r71J=mi£~IiJU~f@lA~!e.bmi:l~1Itf ( Latack, 1984) : J!P~~ 

-'~.~~.b~m~:MJm~~.~~.~.~~.b~.'.ffl••~••i:l~.A ~~~ 

~.~~~~o~rom~m~I~~.m~W5t@~~~.ffl••~M~~b@@1z:~~~M. ~~. 

~Jtff:~~IfF@Il1=.m~Mm®mm••~~@~*Il1=*,,~~@].(1)~~~~~Il1=~tI~ .' 1i 
®If1=.W!:®~~:If'/EJ••~~~~~••®.~JJljA~.@m~j!~ttc1f.#If1=ii~@M~~ r~ J 
m~./l(zp..~@.~••••a.o .A­

='~••bm~~•• ::If'~~••bmi:l*:!f~~.'W~~ft~OO~~.~bmi:l' ~.~ 

&••~-~.bo~~oo.a~OOOOM~.bm~,:If'~-.~~.~~OOo~~~~~.~ *.~ 

M~:lI~.~tE~.OO~~ , gt~/f!tG'[8lim ' ffit.~1it~HlimJit&t;!tIL\b 0 ~f3f;! 

'~:lIB~~~.~~.:~~~~.~~jijf••~(~M)~•••~:!fR~~.~. I 
.~.~ao§n~~~a.M~~~~IiJ~ffl(~B~'~~if.)a •• ~ 

gt*M5&=':Wi§1t tit••b~mi:l~llliff)('lfffl~~.' @~ti\f.f~m'i'f<tl., ~~~,3:{~ JilJjJ ( 
.~.b~.~*.&~.~W.~~.b~mi:lD~*.~~.~b~m~'~iffi*;!t~~. • • 
• b~•• o~ft~mm••••~~~~.~b' ••:If'*~:!fR~m.'f.f~~~~••t±l .~ 

0m 7 ' R~.ffla. ' ••~iiJjm~7 l$(:fI.IU'li5ttfT ' -Jj{~~~~,~li~b~•• ' {[(Ii!. aiM) 
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