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Abstract

The objectives of this study 1) to find out the marketing factors in choosing Thai Spa
Quality Award towards foreign tourists, 2) to study the perception of Thai Spa Quality Award’s
standards, 3) to obtain the satisfaction in using services of Thai Spa Quality Award towards
foreign tourists, and 4) to examine the standard factors in services of Thai Spa Quality Award that
influencing the satisfaction of foreign tourists. The samples for this research were 400 foreign
tourists who acquired services from 10 Thai Spa Quality Awards with W.G. Cochran’s formula
by a convenience selection. The questionnaire has a Cronbach's alpha of 0.968. The data were

analyzed by using t—test, F-test (ANOVA) and Multiple Regression Analysis Statistic.

The results revealed that most samples were female between aged 31-40 years, live in
Asia, with a bachelor’s degree, and monthly incomes more than 2,001 US dollars. Mostly is using
service in 1-3 times a month and choosing a relaxing massage with priced 501-1,500 Baht each.
The marketing factors in choosing Thai Spa Quality Award towards foreign tourists are the 4Ps
marketing as 1) Product is the most significant, 2) Place, 3) Price, and 4) Promotion are very
important respectively. The perception of quality standard in services of Thai Spa Quality Award
is 4 aspects of 1) Foreign Tourists had the most perception of quality standard in Staff, 2) Place,
3) Service/ Process, and 4) Tools, Equipment, and Product respectively. According to the
satisfaction of using service at Thai Spa Quality Award, mostly is likely to come back, followed
by having a positive feeling with services, feeling satisfied with my decision to use the service,

the service is beyond expectations at this time, and the service is worth for my money, and time



respectively. The standard factors which influencing satisfaction on using service towards foreign
tourists which is the most important was Service / Process, Place, Staff and Tools, Equipment

and Product respectively.
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Degree of Sum of Mean
Analysis of Variance
Freedom Square Square
Regression 4 127.601 31.900
Residual 395 51.897 131
F =242.799 Sig. F=.000
Durbin-Watson 2.257
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S\, = b() + b1X1+ b2X2+ b3X3+ b4X4
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QUESTIONNAIRE

Standard Factors of Thai Spa Quality Award Influencing Satisfaction

on Using Service towards Foreign Tourists

Please kindly answer the questions. My name is Mr. Pakdee Klunpakdee, a master student
of Tourism Management Program, Faculty of Tourism and Hospitality at Dhurakij Pundit
University (DPU). This study is designed to gather information about influential factors that
satisfy foreign tourists in using services at Thai Spa Quality Award. Completing the questionnaire
will require approximately 20 minutes. Your confidentiality as a participant in this survey will

remain secure and used only for this research. Your participation is highly appreciated.

NOTE:
Definition: Thai Spa Quality Award = The Spa Establishments are certified by Department of Health Service

Support. Divided into 3 categories; (Platinum, Gold, Sliver)

By completing and submitting this questionnaire, you are indicating that you understand the
statements above, and consent to participate in this study. Do net put your name on the
questionnaire; your signature acknowledging that you understand the information presented above

is not required.

There are four parts to complete.
Part I : Background and General Information

Direction : Please mark [Zl for your answers

1. Gender
1. O Male 2.0 Female

2. Age
1.0 20 years old or below 2.0 21-30 years old
3.0 31-40 years old 4.0 41-50 years old

5. over 51 years old



3. Country of residence (please specify)

L Oasia L
2. [ oceania ...
3. | Europe .
4. [ The Americas ...
s. dothes L.
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4. What do you think about the spa establishment in Thailand?

5. Educational Level:
1. [ Lower than Bachelor Degree

3. [ Master Degree or higher

6. Income per month (USD)
1. D Less than 900 USD
3. [ 1,501-2,000 USD

2. O Bachelor Degree

4. O oOthers (please specify) .........

. 901-1,500 UsD

N

4. [ More than 2,001 USD

7. How often do you use Thai Spa Quality Award’s service?

.4 My First time

3. I:' 4 to 6 times a month

8. What kind of treatment do you get in this time?
1. O Rrelaxation massage
3. oil massage
5. [ Thai Herbal Compress

7.0 Hydrotherapy

2. D 1 to 3 times a month

4. I:' More than 7 times a month

2. Energy line massage
4. [ Foot reflexology / foot massage
6. [ Facial / Body Polish
8. ] Others (specify)..................

9. Expenses per time in using Thai Spa Quality Award’s service

1. D Less than 500 Baht
3. 1,501 — 2500 Baht

2. [J 501 — 1,500 Baht

4, I:' More than 2,501 Baht



Part I1: Marketing Factors to Choose Thai Spa Quality Award’s Services
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Direction : Please mark v in the box showing the level of importance being the marketing factors to

choose Thai Spa Quality Award’s services, which is classified into 5 levels as follows:

Highest = 5

High = 4

Moderate = 3

Less = 2

Least = 1

Level of Importance
Marketing Factors to Choose
SEQ. Highest | High | Moderate | Less | Least
Thai Spa Quality Award’s Service
) (C)) (3 @ | M
Product
1 A variety of products and services
2 All staff wear uniforms that impress you
Extra amenities are provided such as a steam
> room, sauna, and etc.
Price
4 There are several price ranges
5 Reasonable price
6 Service fees are clearly presented
Place / Channel
7 Easy to access / location is convenient
8 All information is available online/ the internet
Payment can be made through several channels

’ such as cash, credit card, and etc.
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Level of Importance

Marketing Factors to Choose

SEQ. Highest | High | Moderate | Less | Least
Thai Spa Quality Award’s Service
) (C)) (3 @ | M
Promotion
Bundle Packages with the others such as co-
10 promotion with hotel, airlines, and tour agencies
11 Discounts are available for first time user
12 | Discount on subscriptions/Discounts for
membership only
Part I11: Your Perception related to Service Quality of Thai Spa Quality Award
Direction : Please mark v in the box showing the level of Quality being the Service Quality of
Thai Spa Quality Award consists of four categories as follows; 1. Place, 2. Staff, 3. Service /
Process, 4 Tools, Equipment and Product, which is classified into 5 levels as follows:
Very good = 5
Good = 4
Fair = 3
Poor = 2
Very Poor = 1
Level of Perception
SEQ. The Perception of Thai Spa Quality Award’s Very Very
Standards Good | Good Fair Poor | Poor
) C)) 3 (2 6))
Place
1 The place is decorated appropriately and attractively
with Thai style
2 The place is clean, tidy and well ventilated
3 Proportionate layout, convenient and safe for usage
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Level of Perception

SEQ. The Perception of Thai Spa Quality Award’s Very Very
Standards Good | Good Fair Poor | Poor
5 C)) 3 (2 @
Place
Certificates of service providers are shown in a
* conspicuous position and in good condition
5 A sufficient number of restroom, the separation of
the users, availability, and cleanness. All facilities
are in good condition, available, and installed in the
proper position
Staff
Staffs are able to communicate in foreign languages
° and sufficient to provide services
All staffs wear uniforms that are appropriate to the
’ operation, exhibit Thainess and/ or are attractive
Spa Receptionist/ Guest Relations Officers have the
8 ability to welcome and serve with courteous and
attentive to clients
Spa Therapist is able to solve the problem or in case
’ of emergency
Spa Receptionist/ Guest Relations Officers are able
0 to provide information about the service
Service / Process
11 Welcoming with Thai hospitality
12 Serving Food or beverages with Thailand products
13 To define all provided services with the details of
the price and terms of service
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Level of Perception

SEQ. The Perception of Thai Spa Quality Award’s Very Very
Standards Good | Good Fair Poor | Poor
5 C)) 3 (2 @
Service / Process
To provide explanations or recommendations to
H clients about the service that they will get
15 To inquire of the health information from clients
Tools, Equipment and Product
16 A modern security system
17 A clearly guideline for a service area that relates to heat
such as sauna and steam, regularly checking and having
attendant throughout the duration of the service
18 Fire escape sign and plan
19 Fire protection systems
20 Keeping the equipment and products that relate to

services in an appropriate storage




Part IV: Your Satisfaction on using service at Thai Spa Quality Award
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Direction : Please mark v in the box showing the level of satisfaction being to your satisfaction on

Thai Spa Quality Award, which is classified into 5 levels as follows:

Very satisfied
Satisfied
Unsure

Dissatisfied

Very dissatisfied

Il
W

Il
—_

Level of Satisfaction

SEQ. Satisfaction on Thai Spa Quality Very Very
Award satisfied | Satisfied | Unsure | Dissatisfied | dissatisfied
) 4 3 2 (1)
1 I have positive feeling with services
2 I am likely to come back
3 The service is beyond expectations at
this time
4 I feel satisfied with my decision to use
the service
5 The service is worth for my money,

and time

Thank you very much for your co-operation.
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GET

FILE="C:\Users\Wylor Ho\Desktop\SPSS Book.sav".

DATASET NAME DataSetl WINDOW=FRONT.

RELIABILITY

/VARIABLES=SEQM1.1 SEQM1.2 SEQM1.3 SEQM2.1 SEQM2.2 SEQM2.3 SEQM3.1

SEQM3.2 SEQM3.3 SEQM4.1

SEQM4.2 SEQM4.3 SEQS1.1 SEQS1.2 SEQS1.3 SEQS1.4 SEQS1.5 SEQS2.1
SEQS2.2 SEQS2.3 SEQS2.4 SEQS2.5

SEQS3.1 SEQS3.2 SEQS3.3 SEQS3.4 SEQS3.5 SEQS4.1 SEQS4.2 SEQS4.3
SEQS4.4 SEQS4.5 SAT1 SAT2 SAT3 SAT4 SAT5

/SCALE("ALL VARIABLES®) ALL

/MODEL=ALPHA

/STATISTICS=DESCRIPTIVE SCALE

/SUMMARY=TOTAL .

Reliability

[DataSetl] C:\Users\Wylor Ho\Desktop\SPSS Book.sav

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 100.0
Excluded? 0 0
Total 30 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.968 37
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Item Statistics

Mean Std. Deviation
SEQMA1 .1 4.10 .845 30
SEQM1.2 4.07 .740 30
SEQM1.3 4.07 .828 30
SEQM2.1 3.77 .679 30
SEQM2.2 3.93 .944 30
SEQM2.3 4.17 .950 30
SEQM3.1 4.23 .568 30
SEQM3.2 3.90 1.185 30
SEQM3.3 3.97 .964 30
SEQM4 1 3.77 .898 30
SEQM4.2 3.77 1.006 30
SEQM4.3 3.83 1.020 30
SEQS1.1 4.30 .702 30
SEQS1.2 423 626 30
SEQS1.3 3.93 .868 30
SEQS1.4 3.93 .868 30
SEQS1.5 4.07 1.048 30
SEQS2.1 4.03 .928 30
SEQS2.2 4.20 .961 30
SEQS2.3 4.27 .907 30
SEQS2.4 3.87 .819 30
SEQS2.5 417 .747 30
SEQS3.1 4.40 .675 30
SEQS3.2 4.00 .743 30
SEQS3.3 4.03 .765 30
SEQS3.4 4.10 .845 30
SEQS3.5 3.93 .944 30
SEQS4.1 3.60 .814 30
SEQS4.2 3.70 .794 30
SEQS4.3 3.67 .802 30
SEQS4.4 3.57 .898 30
SEQS4.5 3.87 .819 30
SAT1 4.20 761 30
SAT2 4.23 .898 30
SAT3 3.97 .765 30
SAT4 4.20 714 30
SATS 3.93 .828 30
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ltem-Total Statistics

Corrected Item-| Cronbach's
Scale Mean if | Scale Variance Total Alpha if ltem
Item Deleted | if ltem Deleted Correlation Deleted

SEQM1.1 143.87 436.533 .626 967
SEQM1.2 143.90 439.472 .623 967
SEQM1.3 143.90 441 266 500 .968
SEQM2.1 144.20 444 441 .504 .968
SEQM2.2 144.03 431.620 .684 967
SEQM2.3 143.80 430.855 .700 967
SEQM3.1 143.73 458.478 .022 969
SEQM3.2 144.07 425.444 .665 967
SEQM3.3 144.00 429.103 734 967
SEQM4.1 144.20 439.407 .508 .968
SEQM4 .2 144.20 432.166 625 967
SEQM4.3 144.13 430.120 .666 967
SEQS1.1 143.67 444 506 .484 .968
SEQS1.2 143.73 437.306 .827 .966
SEQS1.3 144.03 428.792 .829 .966
SEQS1.4 144.03 434.447 .667 967
SEQS1.5 143.90 428.024 .697 967
SEQS2.1 143.93 433.444 .648 967
SEQS2.2 143.77 438.737 .489 .968
SEQS2.3 143.70 429.803 .763 .966
SEQS2.4 144.10 430.783 .820 .966
SEQS2.5 143.80 436.303 721 967
SEQS3.1 143.57 437.978 .740 .967
SEQS3.2 143.97 447 137 371 .968
SEQS3.3 143.93 432.064 .839 966
SEQS3.4 143.87 432.878 732 967
SEQS3.5 144,03 428.447 .767 .966
SEQS4.1 144.37 438.792 .583 967
SEQS4.2 144.27 431.926 811 .966
SEQS4.3 144.30 436.907 .650 967
SEQS4.4 144.40 431.834 716 967
SEQS4.5 144.10 432.990 .753 966
SAT1 143.77 432.254 .838 .966
SAT2 143.73 432.961 .685 967
SAT3 144.00 436.483 .697 967
SAT4 143.77 438.254 .688 967
SATS 144.03 431.895 778 .966
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Scale Statistics

Mean

Variance

Std. Deviation

N of Items I

147.97

459.344

21.432

37 |
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REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA COLLIN TOL
/CRITERIA=PIN(.05) POUT(.10)

/NOORIGIN

/DEPENDENT TOT_SAT

/METHOD=ENTER Place Staff Service Tools
/RESIDUALS DURBIN

/SAVE RESID.

Regression

Variables Entered/Removed?®

Model

Variables
Entered

Variables
Removed

Method

Tools,
Service, Staff,

Enter

Place®

a. Dependent Variable: TOT_SAT
b. All requested variables entered.

Model Summaryb

Adjusted R | Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 8437 711 .708 36247 2.257
a. Predictors: (Constant). Tools, Service, Staff, Place
b. Dependent Variable: TOT SAT
ANOVA?
Sum of
Model Squares df Mean Square F Sig.
1 Regression 127.601 4 21.900 | 242.799 .000°
Residual 51.897 395 131
Total 179.498 399

a. Dependent Variable: TOT SAT
b. Predictors: (Constant), Tools, Service, Staff, Place
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Coefficients®

166

Standardized
Unstandardized Coefficients Coefficients Collineanty Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 {Constant) 225 127 1.777 076
Place .248 060 237 4112 .000 .220 4543
Staff 131 051 130 2.588 010 288 3.471
Service 563 045 530 11.435 .000 341 2.929
Tools .006 042 .006 141 .888 .385 2.598
a. Dependent Variable: TOT SAT
Collinearity Diagnostics®
Variance Proportions
Model Dimension Eigenvalue | Condition Index | (Constant) Place Staff Service Tools
1 1 4.962 1.000 .00 .00 .00 .00 .00
2 019 16.285 77 01 01 00 18
3 .009 23.309 20 .08 16 .06 80
4 .007 27.081 .03 .00 .38 74 .01
5 004 36.236 .00 .93 45 .20 .01
a. Dependent Variable: TOT_SAT
Residuals Statistics®
Minimum | Maximum Mean Std. Deviation N
Predicted Value 2.2409 4.9659 41075 56551 400
Residual -.84088 .66101 .00000 .36065 400
Std. Predicted Value -3.301 1.518 .000 1.000 400
Std. Residual -2.320 1.824 .000 .995 400

a. Dependent Variable: TOT SAT

COMPUTE SQERR=RES_1 ** 2.

EXECUTE.
REGRESSION

/MISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA

/CRITERIA=PIN(.05) POUT(.10)

/NOORIGIN

/DEPENDENT SQERR
/METHOD=ENTER Place Staff Service Tools.

Regression




Variables Entered/Removed®
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Variables Variables
Model Entered Removed Method
1 Tools,
Service, Staff, Enter
Place®
a. Dependent Variable: SQERR
b. All requested variables entered.
Model Summary
Adjusted R | Std. Error of the

Model R R Square Square Estimate

1 .040° .012 .008 11080

a. Predictors: (Constant), Tools, Service, Staff, Place

EXAMINE VARIABLES=RES 1

/PLOT BOXPLOT STEMLEAF NPPLOT

/COMPARE GROUPS

/STATISTICS DESCRIPTIVES

/CINTERVAL 95
/MISSING LISTWISE
/NOTOTAL.

Explore
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
Unstandardized Residual 400 100.0% 0 0.0% 400 100.0%




Descriptives
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Statistic Std. Error
Unstandardized Residual Mean .0000000 | .01803244
95% Confidence Interval for Lower Bound -.0354505
Mean Upper Bound | 0354505
5% Trimmed Mean .0054641
Median .0081527
Variance 130
Std. Deviation .36064886
Minimum -.84088
Maximum .66101
Range 1.50189
Interquartile Range 4321
Skewness -.208 122
Kurtosis -.353 243
Tests of Normality
Kolmogorov-Smimov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Unstandardized Residual 880 400 200 971 400 220

a. Lilliefors Significance Correction

Unstandardized Residual
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Appendix A

Table A-2
Modeis with an intercept (from Savin and White)

Drusrbein- Woaban Statinti: 5 Per Comt Sagniicams Pints of dl. amd dl'

k=7 (e =9 =0
a & 4 0 U od

P cmm cmm cmm e el e
1985 QI 186 e cme e e

134 020 1IN 027 180 - -

1727 2% 19% 01W 16 ol 14
1624 D3M 138 01D 30 OB5 1M
1537 3% 179 2N 1W5 0M8 184

13% 4% 159 O& 1M3 00 194
1331% 05S@ 1521 o4 27 036 2WS
1190 0546 1460 048l 161 OMO 2106
(&) ’ . 058 140 05M 191 044 278
TN L& 15 LTS
L4 Lim 1.M6 LB
4% LI06 1550 1. ims L& A
L6l LI¥ 153 LW 1852 D62 LTH 09 18T
L1400
L1255

EESEEEE

7 Lis L@ 1556 1162 1651 1084 L783 LOod  LA6l
3 133 4% 150 LI8E 1650 1IMd L7403 1A%
29 LM L4 12D 153 L9 1650 H124 174D LOR  LAdl
0 LN L XM 1%T L4 1650 1143 LYW LTl LAm
363 L4% L1190 LSO 129 1630 1160 L7E L0 LA
LM LS| L3 1574 134 1650 177 LR LI LAl
31 LM L5 LI 187 B8 51 LM LW LT
L3815 133 180 1LD1 1652 1208 LM LIM LA
L4 LS9 L34 184 131 1653 1222 7% L@ Lam
36 L4l LSH L3M L7 1D 16584 1236 LTM LIS LR
e 15D L3s 190 137 1655 1249 172 LW LTH
M OD OLSE LM 1M LA 1856 1281 L2 M |
19 14 LS9 L3 197 1D 1658 1273 72 UM LW
40 42 LSM LY 1E0 L34 1659 1285 17N L2W L7E LTS 1A 1120 1924 LDel L9 LD 2] 0951 19
45 L4 LSeh L4 LSS 13T 1866 1336 L7 L2 L7 L4 LAIS LIE9 189S LIM 198 08 1) L.98 2H4

50 LS80 LSA L4& 1E3 1O 1674 1373 L7 LB L7 1M1 1AD 1246 1A7S LIN LW LIS LG LUD 2044
55 LSB  LA00 L4 LeE L4S2 1AL DA LTM LM 7@ LT LA 129 1361 LIS L0 L2 1LW9 LITD 1m0
60 LS9 L6k LSM 1652 LS80 168% 144 177 L4 L& O LTY LAM (33F 13S0 1L2W 1A% L& 1W9 LI L4
65 LS& L16d 15% 1é2 139 169 1471 L7310 L43 U767 La L& 1370 134) L3 L322 L3N 113 138 194
LS LA LS L& 1RS 1703 1AM 7B L6l 176 L0 LE2 1400 1338 LI LM 13T 190 LS Lda
75 LSH LR LST1 L&D 1S3 1708 1515 7R L4 LD L4 1AM 1428 1AM LW LAE 138 1L 1319 |LmS
0 160 166 158 1&3 180 1715 153 170 1500 L9 L40 LA0E 1453 1831 4B [3A LW 1L 1%0 |LmS
45 LAM AT L6 L@ 1LES 1721 1350 L7 LSE LTM L0 LA 1474 1A% L4H LAY 4D L6 1LWE LMé
W LAY 1AM L2 LM 1M 1726 1566 1751 LS L% LNIA LAM 1494 1317 4@ 1AM L4 18 L0 LT
o L& L& L6 L8 1A 1732 1379 L7H 13 0B 1AM L2 1512 1317 L4E LA A LY L4l L
I LS L6%d L6M IS K63 1736 1592 LM LI L7E 1480 (89 152 132 LS06 1AW L4 L@4 L2 1LWd
1D LT L9 L7066 LMD 163 1774 I87% 178 665 L3O L6SI LAI7 1637 1332 162 L3 L6H 182 133 LD
M LTS 7R T4 LW LT 1799 1928 AR LTE LD LT LA 1697 1841 L6% L3R 16T 1M3 1&S L4

*k'is the mumber of repressors excluding the inkescept



Percentage Points of the Chi-Square Distribution
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Degrees of Probability of a larger value of X’

Freedom 0.99 095 0.90 0.75 0.50 0.25 0.10 0.05 0.01
1 0000 0004 0016 0102 0455 132 wn 38 6.63
2 0020 0103 0211 0575 1386 277 461 599 9.21
3 Q40 (352 0584 1212 2366 411 6.25 181 11.34
4 Y GEAl 1064 1923 3357 539 178 949 1328
5 0554 W@ 1610 2675 4351 663 924 1107  15.09
b 0.872 1635 2204 3455 5348 1.84 1064 1259 1681
7 1239 2167 2833 4255 6346 904 1202 1407 1848
8 1647 273 34% S 7314 1022 133% 1551 2009
9 2088 U8y 4108 4GEaSa 8343 1139 1468 1692 2167
10 206RNNNSNA0  AABENYY 6.71/NGER2? 1255 1599 1831 232
1 3053 4515 4 5578 7584 10341 1370 1728 1968 24M
12 357 5226 6304 8438 11340 1485 1855 2103 2622
13 4107 5892 7042 9299 12340 1598 1981 2236  27.69
14 4660 6571 190 YY) L4y 2106 2368 22914
15 529 7261 8547 11037 14330 4 2231 2500 3058
16 5.812 1.962 9312 11912 15338 1937 2354 2630 3200
17 6.408 8672 10085 12792 16338 2049 2477 2759 3341
18 7015 9390 10865 13675 17338 2160 2599 - 2887  34.80
19 7633 10117 11651 14562 18338 2272 2720 3014 3619
20 8260 10851 12443 15452 19337 2383 2841 3141 3197
22 9542 12338 14041 17240 21337 . 2604 3081 3392 4029
24 10856  13.848 15659 19037 23337 282 3320 3642 4298
26 12198 15379 17292 20843 25336 3043 3556 3883 4564
28 13565 16928 18939 22657 27336 3262 3792 4134 4828
30 14953 18493 20599 24478 29336 3480 4026 4377 5089
40 22164 26509 29.051 33660 39335 4562 5180 5576  63.69
50 21707 34764 37689 42942 49335 5633 6317 6750  76.15
60 37485 43188 46459 52294 59335 6698 7440  79.08 8838
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