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(8) Teaching Writing Using The Process Approach: A Case Study

Action Research

HKFYG
Lee Shau Kee Primary School

RLEL ETE O S

28 June 2005
by Maggie Tsung

Teaching Writing

Using The Process

Approach: A Case
Study

Background

 Overall writing ability: low

 Lack of sufficient vocabulary to build
up the writing

* Write ungrammatically

» English teachers:
~not confident in teaching writing
~ without effective approach

Meaning

+ Writing is one of the key learning areas in
learning a language.

+ Students’ writing ability highly affects
their academic performance.

* Places asignificant role in most
assessments / public examinations.

« An important pre-requisite for academic
achievement.

+ Essential for individual development,
success in education, and most of the
professions.

Subjects Profile

+ Sixteen P.5 students of average
learning ability.

» An experimental group and a control
group.

+ Eight students were allocated in eac
of the group.

Literature Review

+ Writing is an essential element in English
lessons which enhances oral development
and reinforces the language structures and
vocabulary that learners acquire.

+ In the process of writing, learners activate
their knowledge, take in information, generate
ideas, organize and reorganize ideas, and
sometimes recreate meanings.

+ Writing provides learners with the
opportunity to develop their communication
skills to reform, influence and entertain
others as well as to demonstrate their
creativity and critical thinking.

(The English Language Curriculum Guide Primary
1-6

(2004:152))
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« ‘Writing is power, enabling students to
learn about themselves as writers and
thinkers, to engage in problem solving,
and to produce effective writing in real
situations...’

(Davis & Lovejoy, 1993:ix)

« ‘Writing is perhaps one of the most
significant cognitive developments to
occur within a human being, providing for
a visible form of a spoken language as
well as for the development of cognitive
processes and knowledge bases...

(Cunningham, 1992:51)

The Process Approach

The Process Approach to teaching
writing

emphasizes the stages of composing
by

offering students procedures that will
help

them in choosing topics, gathering
information, organizing their thoughts,

composing, and revising.’ ‘Q,
(Gage, 1986:14) ==

8

Stages in the Process Writing

+ Stresses the importance of a cyclical
and recursive process.

* Five key stages:
pre-writing, drafting, revising, editing

and presenting. @

Aim

Through process writing, | would like to
improve students’ writing ability through
the implementation of its writing process.

Y
%

10

Research Questions

To what extent the Process Approach
isin

increasing students' awareness of the
use of

language in:

(i) increasing the organizing thoughts
and expressing ideas;

(i) accuracy in their writing.

11

The Rationale of Methodology

» Writing is a thinking process
a discovery and communication.

* Provides learners with ample
opportunities & creativity, originality
and independent

thinking.

A significant role in teaching and

learning

a worth to explore how it helps improve
the

writing ability of the students.

13
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Instrument Teacher’s Diary

Five categories:
+ Data collected: teacher and students. )
+ stages involved

* Teacher’s di S .
eacher’s diary + activities involved in the stages

* Group interview . L
0 f ) n + students’ involvement & participation
* Questionnaire

§ + classroom atmosphere

+ teacher’s role in each section.

~
S

14 15
Please cir cle your choice according to the four scales: .
2t e Materials
3 = Disagree
4 = Strongly disagree
1 | Iaminterested in participating in this experiment 1 2 3 4 . Pre-Writing aCtiVitieS:
2 | Mywriting skill has been improved after this experiment. | 1 2 3 4 . . . . ..
3 [have more conidnce oy i ar i epermon | 1| 2[5 | 4 discussion in groups / pairs, listing,
4| The pre-writing activities are useful for generating ideas. | 1 2 3 4 braInStormlngl dranng, mapping,
5[ Tne first draft can elp me wit better, T2 (s | listening to stories and story-telling
6 | Revising the text can help improve my writing. 1 2 3 4
7 Proofreading the text can help avoid most of the mistakes. | 1 2 3 4 . .
8 | Presenting the text gives me sense of satisfaction. 1 2 3 4 * 2 different t0p|CS
9 | This experiment can help me express the ideas more 1 2 3 4 é ;3
fluently.
10 | This experiment can help me organise the content better. | 1 2 3 4
11 | This experiment can help me write more accurately. 1 2 3 4 . =

Procedure

Flow chart of the Study Stage 1: Pre-writing
+ Permission from school headmistress
+ Verbal consent to parents.
« Setting all logistics:
booking classroom, preparation &
designing for the activities.

+ Took two months’ time to be completed.

Task 1
* listen to part of a story

» complete the story by adding one
complete sentence to the story in turns

* interested in completing the story in a
group

« full chance of participation

+ each student made the same

18 19

contribution
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Task 2
+ share experiences among the group
* share photos of pets

* benefit from sharing ideas among
group-mates

» understand more about various ways &
methods of keeping pets through
sharing

20

Brainstorming

Stage 2: Drafting

+ No special activities.

+ Students were busily engaged in
writing drafts.

23

Stage 3: Revising

» Exchanged and read drafts in pairs /
groups.

* Enhanced simple feedback from partners
/ group members.

* New ideas: comments and suggestions
from teacher / group-mates.

+ |dentified weaknesses of the writing.

2%

Stage 4: Editing

+ Developing proofread skills:
*word-by-word reading
*mini-lessons on grammatical issues

25

Stage 5: Presenting

» Reading aloud activities.

» Improve students’ attitude towards
writing.

» Experienced the thrill of seeing their
pieces and names published.

» Work posted.

26
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Findings: Summary of the Teacher’s
Diary and Reflections

+ All five main stages in the Process
Approach were carried out in the
experimental group.

* Pre-writing stage
*students generated and developed ideas

+ Drafting stage
*supportive guidance
*wrote outlines of ideas

*exchanged and read drafts among
groups

*maximized students’ participation *gave simple feedback 1
*placed an active role i/”.
*confidence building —
» With teacher’s support and i i
groupmates’ com?npents, students Qua“tatlve Results
checked, improved and rewrote
drafts. The Effectiveness of the Process
N Approach in Raising Students’
* Editing stage Awareness of the Use of
*focused on accuracy Language for Expressing and
* Presenting stage Organizing the Ideas
*prought writing to life
*reading aloud in groups
*Work posted zg "

Task | Student | The Experimental Group | Student | The Control Group
1 |E1 Pre-stage: C2 | lts eyesare oval shape, like an egg...
Its eyes are one in blue That pet was in my birthday, my father
colour and one in brown gave me the birthday.
colour.
Post stage: C5 | They were bought by my mother, the big
Its eyes are very big, one one was bought from Shatin and the other
is blue and one is brown small one was bought from Lam Tin.
in colour.
E3
Pre-stage:
My mother knows me lie
dogs, so she bought me a
dog last year as birthday
present.
Post-stage:
My mother bought me a
dog as birthday present
last year.
2 E7 Pre-stage: c3 After the dog went back home, the boy and

Afew years later, Lucky the girl was happy with him.
died, sadly and the two
children went to another
city to live.
Post-stage:
Lucky died a few years

Tible 1: Examples of tef¥BktrERfett PO i EXper infental and ool groups a
were sad and went to
another city to live.

Task | Stude | The Experimental Group
nt

1 |E2 Pre-stage:
Its’ sex is boy.
Post stage:
Itis a male.

E6 Pre-stage:

And when | arrived there, | knew that Coffee was disappear, but at last |
found him in the park.

Post-stage:

When | arrived at there, Coffee was lost. But luckily I could find him in
the park at last

Pre-stage:

A few years later, Lucky died, sadly and the two children went to another
city to live.

Post-stage:

Lucky died a few years later. The two children were sad and went to
another city to live.

Table2: Examplesof textsextracted from the experimental group
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Task | Studen | The Control Group
t

1 C7 | Itoften plays the thread, so my mummy often punished me for | didn’t
care for my cat and order my maid to take my pet.

2 C5 | Once upon a time, there in a village lived a girl, aboy, and their father
and a dog. All was peaceful but after a year their father died, they were
very sad

Next day, Tom and Mary found their dog lying beside them, it started to
barked and walked out of the cave, they followed it and it led them to
their mother and father.

c7
When he arriveled at the tent, he saw a dog was scratching at the girl,
he was very afraid, but then he took a sick of fire ......

cs8
One day a boy saw a dog is nearly die on the road, he didn’t help, and
he kick the dog, but when the girl see it, it help the dog, she fed it ,
nursed it. When the dog's became glimmer, and health recovered, it
saw the boy and bit the boy, so this story told not to be curel to any
thing.

Table 3: Examples of run-on sentences extracted from the control group »

Task | Studen | The Control Group
t

1 C6 | Its hair is very dirty because it will bite me if I give it a bath.

C7 | Butalthough it is naughty, I loved it very much.

2 C1 | And the gun’s voice woke up the boy and the girl, when they went out the
garden.

Cc3
The thief was gone
cs8
One day, CK had known LV and Puppet had been put in prison while
he was reading a newspaper.

One day a boy saw a dog is nearly die on the road, he didn’t help, and
he kick the dog, but when the girl see it, it help the dog, she fed it ,
nursed it.

Table4: Examplesof ungrammatical sentences extracted from the control group
34

Quantitative Results

* The Effectiveness of the Process
Approach in Raising Students’
Awareness of the use of Language
for Expression in Accuracy in
Their Writing

+ Mistakes made were counted
+ Divided into four categories:
1) Grammatical mistakes (punctuation,

tenses, preposition, articles,
pronouns,

adjectives & adverbs)
2) Spelling mistakes
3) Misused of words & wrong word

order
. 4) Wordiness phrases or overlapping
words
Student | Gramma | Spelling | Misused of | Wordiness Total Mistakes Difference
sical | mistakes | words/ | phrases | mistakes |madein | of mistakes
mistake phrases made / Total | percentag | madein
s numbers of | e percentage
words
. Mistakes m ad e by Stu d ents Of th e Stage /PP;: Pre JPost | Pre/Post | Pre/Post Pre /Post Pre /Post | Pre/Post
control group were also counted. EL | 9/4 | o0/0 9/0 6/1 | 21204 | | 103/27 76
5/182
. Comparison between the E2 19/4 0/0 502 313 9/2511327/ 197/87 1
performances of students in these B3 | 15/2 | 1/0 41 0/0 20/1/24 /| 161/19 14.2
3/158
two groups. €4 | 7/3 | 0/0 6/2 210 15197 | | 76/24 52
5/205
+ Data calculated in terms of the total e @i | un | | @n | @i |mas | e
. 81276
mIStakeS made Over the tOtaI number E6 101/0 0/0 6/0 2/1 18/102 [/ 17.6/08 16.8
of words written in each text. ——
E7 6/6 0/0 712 2/1 14/140 /| 10/5 5
. 91179
* TranSformed Into percentage E8 9/2 0/0 3/0 3/1 15173 /| 87124 6.3
3/125
37 Table5.  Misiakes made by thestudents in the exper imental gr oup. (Task 1)

35 BEASERTFATEE 2005

PDF M AFffFH "pdfFactory Pro" ?HfixA?%: www.fineprint.cn



http://www.fineprint.cn
http://www.fineprint.cn

TR R ER DT B

Name |Gramm | Spelling | Misused | Wordines | Total mistakes | Mistakes made Student | Gramm- | Spelling | Misused | Wordiness Total Mistakes Difference
of |atical | mistake | of words / | s phrases | made/ Total in percentage atical mistake | ofwords/ | phrases | mistakes | made in of
student | mistake | s phrases numbers of mistakes s | phrases made / Total | percentage | mistakes

d numbers of made in
s s words words percentage
1 2 1 1 2 6/85 71 Stage | Pre/Post | Pre | Pre/Post | Pre/Post | Pre/Post | Pre/Post
) IPost
c2 12 0 0 4 16/139 115 El 410 0/0 712 11 12156 / | 77/19 58
: 3/157
c3 5 0 1 6 12/151 79 E2 1210 1/1 1/0 0/0 1483 | | 169/11 158
’ 1189
4 3 0 0 1 4177 23 E3 502 1/1 0/0 0/0 9131 | 69/2.4 45
’ 3/125
E4 414 1/1 410 0/0 9152 | 59/3.2 27
C5 5 1 4 0 10/112 8.9 5/155
6 5 0 5 5 177141 121 ES5 1/0 1/0 3/1 0/0 5/1/71167 / 29106 23
. 74
o 3 1 0 3 11102 108 E6 5/1 0/0 711 410 162/%12 / 8.4/1
E7 1/1 1/1 0/0 5194 | 53/3 23
cs | 13 0 3 5 211102 206 ! ! 813
5/164
E8 12 0/0 412 1/0 160157 / | 10.2/38 64
4/104
Table6: Mistakes made by the studentsin the control group. (Task 1) 3 o
Table7:  Mistakes made by the studentsin the experimental group. (Task 2)

Name | Grammat | Spelling | Misused | Wordines | Total mistakes | Mistakes made
of i-cal mistake | of words | s phrases made/ Total | in percentage
student | mistakes s I phrases numbers of
s words . .
Discussion
C1 6 0 1 3 10/96 104
i I R ! 810 T The Effectiveness of Implementing
Cc3 2 2 5 4 13/220 5.9 H H
the Process Approach in Teaching
Cc4 3 1 1 1 6/ 208 2.9 .y .
Writing in Students’ Performance
C5 5 0 1 5 11/150 73
C6 7 0 3 0 10/141 71
c7 6 1 1 4 127131 9.2
c8 9 1 2 3 15177 195
Table8: Mistakes made by the studentsin the control group. (Task 2) 41 42

Limitations

* Much improvement found in students’ final

products. « Small group size of eight enabled
+ ldeas were expressed more fluently and students to have chances for full
coherently. participation in all those stages and
* Sentences were written much more activities.

grammatically.
« After the revising process

Lack of sufficient time.

o | Rushing school hours & syllabus.
. . . .

sentences written better with suitable words Most teachers are not very familiar

*ideas in the texts written more logically, with the Process Approach in teaching
systematically and confidently. writing.

43
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Using of activities in teaching

aarouse classroom atmosphere
astimulate learning.

Living classroom atmosphere

adeepen students’ impression in learning.

Students should always be given the
opportunities in participating on-going

Conclusion

» Expanded & changed ideas about
teaching of writing.

* Emphasizes importance of
considerations of purpose and audience
in producing texts.

tasks.
. Increasgs awareness of teach_irjg _ a motivation in learning.
profession with respect to writing skills. « Reinforcement & appraisal
* Provides a well-organized resource & students’ motive power to learn can be
guide for teachers. o stimulated. "
» Enhances an overall communicative
approach to L2 teaching. . StudenFs_ can experience & involv_e ir_1 their
» Students use language for self- own writing process to create their final
products.

expression & communication. )
Both teacher & students act as » Alearning path that leads students to

informants, advisors & facilitators in the facn_ltate _Iearnmg writing.
learning process. » Obvious improvement of students’

* Improve students’ performance by performance_can be found. _
implementing different stages of the * Honour genuine effort & achievement of

process. students.

47 48

Writing is an important aspect in the
« Grammar & spelling is important, but process of learning.

by reading a lot of good writing & Teachers should always try our best to help

A . L students to learn, to improve & to build up
practicing, value in refining the work their confidence in writing.

can be seen. » Writing itself can work best as alearning

* Reading good writing should always tool when the writing process is rich with
be encouraged to facilitate the social interaction & possibilities for
learning of writing. collaboration & interaction.

Using the Process Approach in teaching
writing is one of the good methods to
facilitate teaching writing & is worth
implemented.

49 50
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é;ﬁr RKIFPLEE
TR R AR RESY ) PH-RABVLAAEL
RS S
£y xR 290

R LAy i I8 R E R p¥pDate: 2004 # 117 24p (L#=)
it U TR Y B gy 2 B o #4724 Levd of Satisfaction
B3 Max) (315 Min)
1 Benks > Afhe AR VR IA L (FHTE) . 5 4 3 2 1
6.9% | 82.8% | 6.9% / /
2. f2Bh- 1 PR AREd AR o 5 4 3 2 1
34% | 724% | 241% / /
3 AR FRpAFGHTERE- 5 4 3 2 1
34% | 828% | 13.8% / /
4, fo = BRIERFLNET 5 4 3 2 1
34% | 483% | 48.3% / /
5. #2Fw: B3 %w EFLEBELIEPORAER o 5 4 3 2 1
34% | 656% | 31% / /
6. 25 T ¢ F Uiy g T 5 4 3 2 1
3.4% 69% | 27.6% / /
7. R Rixtw f]}g‘%lf]ﬁﬂél NEi 5 4 3 2 1
34% | 655% | 31% / /
8. A2/ = 1 vk ;I—Aﬁ 1H#EKp=o 5 4 3 2 1
10.3% | 656% | 20.7% | 3.4% /
O A N FHEYHEBFTE - 5 4 3 2 1
/ 37.9% | 17.2% / /
10. ek s iﬁmﬁ’f% F G e 5 4 3 2 1
6.9% | 793% | 103% | 3.4% /
1. Bt ena 55 * o 5 4 3 2 1
138% | 656% | 20.7% | 3.4% /
12. g aigardidp @ o 5 4 3 2 1
31% | 656% | 3.4% / /
13. ?{iﬂﬁ B E R R o 5 4 3 2 1
103% | 552% | 31% / /
4 g #ntdp ek Eagee 5 4 3 2 1
46.7% | 65.6% | 10.3% / /
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it U T R Y B gy 2 B o # LA Level of Satisfaction
(3% Max) (318 Min)

L gk A AR il (ER=§) . 5 4 3 2 1
91% | 455% | 36.4% / 9.1%1

2. f2Bh- 1 P R AREd AR o 5 4 3 2 1

91% | 364% | 364% | 18.2% /

3 ABAE - BRpAFTREAFTEERE - 5 4 3 2 1

9.1% | 636% | 18.2% / /

4. feBz: Fe 27 EEREGFETH ORAETR ] 5 4 3 2 1

/ 455% | 455% | 9.1% /

5. #F 2 ®EY - 5 4 3 2 1
36.4% | 54.5% / / 9.1%

6 f,gmj\;iw;i—‘ﬁﬁﬂ%f%ﬁiiﬂxﬁ BT o 5 4 3 2 1
182% | 545% | 18.2% / 9.1%

7. BPIENGL TER . 5 4 3 2 1
182% | 364% | 182% | 9.1% 9.1%

8 HHaFarkidp e o 5 4 3 2 1
182% | 545% | 18.2% / 9.1%

9. Hf i ¥ Rl 5 4 3 2 1
91% | 455% | 36.4% / 9.1%

10, g #RAEp & Db Famp o 5 4 3 2 1

91% | 636% | 182% | 9.1% /

1 R chF LA G * o 5 4 3 2 1
182% | 455% | 18.2% / 9.1%

12, 35 @ AP R IR 5 * 0 ?
* AR
* E] = o
* G EY kenk 4 oo
* ¢ kAR A BIE
* HE R TP s AR T erIRfE -
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RO Rl id ] & p# Date: 2004 % 12* 11p (E%H =)
bl Al RuE 3 I & - A A LAA Level of Satisfaction
&3 Max) (7§ Min))
1 Benksl ) AfheS RARVR TG L (FHTY) . 5 4 3 2 1
143% | 71.4% / 14.3% /
2. F2F — 1 F U IEP g 0T o 5 4 3 2 1
/ 714% | 28.6% / /
3 MBE - BRpEHEsL S o 5 4 3 2 1
143% | 57.1% | 28.6% / /
4. f2 5 = - iniz—hzﬂ;@élf]eﬁg] N 5 4 3 2 1
143% | 286% | 57.1% / /
5. #F e ERB}TEE - 5 4 3 2 1
143% | 143% | 57.1% / /
6. Henki o iéﬁ SRR ARG e 5 4 3 2 1
143% | 714% | 143% / /
7. BPIENGL TER . 5 4 3 2 1
/ 571% | 42.9% / /
8 HHaFarkidp e o 5 4 3 2 1
143% | 57.1% | 28.6% / /
9. Hf i F PR o 5 4 3 2 1
/ 429% | 429% | 14.3% /
10, g #RAEp & Db Famp o 5 4 3 2 1
286% | 42.9% | 28.6% / /
1 R chFRE G * o 5 4 3 2 1
143% | 57.1% | 28.6% / /
12, R 5 R R AP REING TG ¥ e ?
* ¢ FEeid | T o
ORI ERE R S E o
* B S S oo
13, iR E RE A Sevmit LR ?
R v
14, a1 e > G TERBBERE | § P70 f28 g ?
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42l L 5
£w et 2l ¥ 18 13

EBV ) Ph-RABVLARE L

B ¢ FAERFEE S piyDae: 2004£ 127 20p (H#-)

it U T R Y B gy 2 B o # LA Level of Satisfaction
&3 Max) (315 Min)
L ek At RABIR IR (TR ) - 5 4 3 2 1
/ 55.6%  38.9% / /
2. f2Bh- 1 P R ARdd AR o 5 4 3 2 1
56%  556% @ 27.8%  11.1% /
3 RBE - BRPEBHE o 5 4 3 2 1
/ 55.6%  333%  11.1% /
4, 25 = BREFB AT - 5 4 3 2 1
16.7% 66.7%  16.7% / /
5. 2k e ERFEHLT - 5 4 3 2 1
/ 55.6%  333%  11.1% /
6. 257 BRUREMAGHRE - 5 4 3 2 1
11.1%  55.6%  27.8% / /
7. 85> B} FEEFHFEY o 5 4 3 2 1
5.6% 50%  389%  56% /
8 ,ghmiﬁb’;iﬁﬁﬂfg%gilﬂxﬁ 3L o 5 4 3 2 1
/ 61.1%  33.3% / /
9. ByIFNFL iEF * o 5 4 3 2 1
/ 61.1% 278%  11.1% /
10. #F aiardidp @ o 5 4 3 2 1
56%  611%  33.3% / /
U #Eaww Eineah oo 5 4 3 2 1
/ 556%  333%  5.6% /
12 g #RAhdp e ahn Famie 5 4 3 2 1
56%  611% 27.8%  5.6% /
13, g T AL E G ¥ o 5 4 3 2 1
56%  444%  389%  11.1% /
14, G35 A AR VIR LG h?
*RBEEEAREY
* 25 6
R o LR
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él & 1F1‘§€
TIEY R R ERY L PHRA VLA A
RitE %
X ’]’{‘?”ﬁ 3l & 24 i»

ERH FaogELl)FE piDate: 2004 % 12 22p (L2#2=)
FiEmE T Pk ¥ B g E 2 e # AR Level of Satisfaction
(&% Max,) (3% Min.)
1 ek A AR rlind (ER=§) . 5 4 3 2 1
16.7% | 58.3% 25% / /
2. A2 S - 1 BRARCE B EE o 5 4 3 2 1
125% | 583% | 29.2% / /
3 2R D RAGARE R F] o 5 4 3 2 1
125% | 62.5% 25% / /
4. A= BREEBEHEY 5 4 3 2 1
16.7% | 62.5% | 20.8% / /
5. fZRhw: ¢ R AREd AL o 5 4 3 2 1
20.8% 50% 29.2% / /
6. 257 REBHALE 5 4 3 2 1
125% | 708% | 16.7% / /
7oA WP RABAR WL s 5 4 3 2 1
125% | 66.7% | 20.8% / /
8. Mk ?‘;iﬂﬁ R A IR G AT o 5 4 3 2 1
20.8% | 62.5% | 16.7% / /
9. BN iTF * o 5 4 3 2 1
20.8% | 54.2% 25% / /
10. #F aiardidp @ o 5 4 3 2 1
29.2% | 625% | 8.3% / /
W, #x v & inerdg b o 5 4 3 2 1
16.7% | 54.2% | 29.2% / /
12 g hdp e ahh Fagke 5 4 3 2 1
333% | 542% | 12.5% / /
13, g T AL E G ¥ o 5 4 3 2 1
125% | 41.7% | 41.7% | 4.2% /

14, RRE BT AR IREINDFH G * e ?
* A EE G Sk TR E RS ALRG E -
*OHARICE R E c RAERE LA
* TR RS Al % Ll
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£ ¥ 2%

KPPy Y - 4 g
Pl A P
25

B & 20 i

LAt

FREF AR K E p i Date: 2004 # 12% 30p (A¥w)
it U T R Y B gy 2 B o # LA Level of Satisfaction
(B Max) (37 Min)
L ek A AR rlind (FER=j) . 5 4 3 2 1
5% 75% 20% / /
2. f2Bh- 1 P R ARdd AR o 5 4 3 2 1
15% 85% / / /
3 AR D 1 BRARCHE B EE o 5 4 3 2 1
5% 70% 25% / /
4. 25 = 0 RAYARCE R 3] 5 4 3 2 1
10% 80% 10% / /
5. f2fw fusfRanmiy 5 4 3 2 1
5% 65% 10% / /
6. A2/ T ¢ FargAed B onkit 5 4 3 2 1
5% 90% 5% / /
7. %E > BREEE #=5Y 5 4 3 2 1
5% 85% 10% / /
8. &miﬁu;i;ﬁmﬁﬁﬂfli”ﬁ 3L o 5 4 3 2 1
15% 75% 10% / /
9. ByIFNFL iEF * o 5 4 3 2 1
25% 70% 5% / /
10. #F aiardidp @ o 5 4 3 2 1
15% 80% 5% / /
1 i w §inah o 5 4 3 2 1
10% 70% 20% / /
12 g hdp e ahh Fagke 5 4 3 2 1
25% 75% / / /
13, e TR Ay 5 4 3 2 1
25% 65% 10% / /
14, G B R AB P TR Db ¥ 2

* wE kd o
*OAARRE RG]0 - BEEOL T E G ST R ED
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FREF FF R ] pi#Date: 2004 % 12 31p (2#7)
FiEE TR B g 2 B e # 422 Leve of Satisfaction
&% Max) (7§ Min))

L ek A AR rlind (FER=j) . 5 4 3 2 1
59% | 588% | 35.3% / /
2. f2Bh- 1 P R ARdd AR o 5 4 3 2 1
/ 471% | 47.1% / /
3 RBE - BRPEBHE o 5 4 3 2 1
/ 412% | 529% | 5.9% /
4 2Rz BEREBS L eFE 5 4 3 2 1
/ 52.9% | 41.2% | 59% /
5. f2fhw: fLusfHamy o 5 4 3 2 1
/ 765% | 11.8% | 11.8% /
6. A2/ T 1 g Bl 5 4 3 2 1
/ 52.9% | 35.3% | 5.9% /
7. #F > B} FEBEFHEY 5 4 3 2 1
/ 529% | 47.1% / /
8. &miﬁu;i;ﬁmﬁﬁﬂfli”ﬁ 3L o 5 4 3 2 1
59% | 529% | 353% | 5.9% /
9. ByIFNFL iEF * o 5 4 3 2 1
59% | 41.2% | 47.1% | 59% /
10. #F aiardidp @ o 5 4 3 2 1
/ 824% | 17.6% / /
1 i w §inah o 5 4 3 2 1
/ 52.9% | 41.2% / /
12 g hdp e ahh Fagke 5 4 3 2 1
/ 765% | 23.5% / /
13, g T AL E G ¥ o 5 4 3 2 1
59% | 70.6% | 17.6% | 5.9% /
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iR T Pk ¥ B g E 2 e # LR Level of Satisfaction
(B # Max) (3% Min)

1 Bendah > AR AR IA R (FMh) . 5 4 3 2 1
/ 66.7% 13.3% / /
2. f2Bh- 1 P R ARdd AR o 5 4 3 2 1
13.3% 66.7% 13.3% / /
3 AR PusgEaBT o 5 4 3 2 1
/ 73.3% 26.7% / /
4. 2Rz fleg Bilaom e 5 4 3 2 1
/ 46.7% 46.7% / /
5. ke HExFHLT - 5 4 3 2 1
/ 53.3% 20% / /
6. A&/ T 1 I FPGITY HiET 5 4 3 2 1
6.7% 80% 13.3% / /
7. RE S BIREE w5 5 4 3 2 1
6.7% 66.7% 26.7% / /
8. Wk ;&ﬁmg%ﬁ%zﬂxﬁ 3L o 5 4 3 2 1
/ 93.3% 6.7% / /
9. ByIFNFL iEF * o 5 4 3 2 1
6.7% 66.7% 26.7% / /
10. #F aiardidp @ o 5 4 3 2 1
/ 93.3% 6.7% / /
1 i w § in ek i 5 4 3 2 1
/ 40% 40% / /
12 g hdp e ahh Fagke 5 4 3 2 1
6.7% 86.7% 6.7% / /
13, g T AL E G ¥ o 5 4 3 2 1
6.7% 66.7% 26.7% / /
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PR NG Y e BRLAE 0 Gl B Y 3Rk e R
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Aphi

BROHE AEFEREE VA p# Date: 2005# 2% 18 p (A #7)
it U TR Y B gy 2 B o # L7 A Level of Satisfaction

&3 Max) (& %8 Min)
L ek A AR rlind (FER=j) . 5 4 3 2 1
/ 50.0% 45.8% 4.2% /
2. f2Bh- 1 P R ARdd AR o 5 4 3 2 1
/ 75.0% 20.8% 4.2% /
3. BEZ: BRFBEELAAEBIG - 5 4 3 2 1
2% 45.8% 41.7% 4.2% /
4. fe Bz EREGITY BT o 5 4 3 2 1
/ 12.5% 50.0% 16.7% /
5. f2fhw: fLusfHamy o 5 4 3 2 1
/ 54.2% 45.8% / /
6. 2/ T 1 B KEFHR 5 4 3 2 1
/ 20.8% 66.7% 12.5% /
7. 2/~ FEEYEHEFESL o 5 4 3 2 1
/ 33.3% 54.2% 8.3% /
SNNmm,iﬁﬁgw%mﬁto 5 4 3 2 1
8.3% 41.7% 45.8% 4.2% /
9. ByIFNFL iEF * o 5 4 3 2 1
/ 50.0% 50.0% / /
mu#ﬁ ek dp e o 5 4 3 2 1
4.2% 54.7% 41.7% / /
1 i w §inah o 5 4 3 2 1
4.2% 41.7% 54.2% / /
12 g #bhdp e ahn Fame 5 4 3 2 1
8.3% 75.0% 16.7% / /
13, g TR E G ¥ eh 5 4 3 2 1
4.2% 45.8% 50.0% / /

14. Gai Bk
* 0 KA R b d AR o
*BEEREAERG

R T R
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b

AR g B RERET S p i Date: 2005# 67 25p (%)
# AR Level of Satisfaction
it U TR Y B gy 2 B o
(3% Max) (7 Min))

1 Benk > AdheEd R IEE (FHTE ) - 3.4% 655% | 31.0% 0% 0%
2. EBH e p T R 3.4% 62.1% 34.5% 0% 0%
3 EERNF LR 3.4% 69.0% | 27.6% 0% 0%
4, Fdadp|Randg F oo 3.4% 51.7% | 31.0% | 13.8% 0%
5. FF NP iTF ¥ o 3.4% 51.7% 31.0% 10.3% 3.4%
6. A2/ [ &9 K AR & ERY RGP 34% | 655% | 27.6% | 3.4% 0%
T.ARCZ FAERPAHE TEREE AT BEERAKEE| 21% | ssew | 17.2% 0% 0%
8. AEZ: AmE AR | BELHIT o 138% | 276% | 483% | 103% 0%
9 £ X-KFEXAHK|BELHKL;T 6.9% 51.7% | 241% | 17.2% 0%
B (ﬁi j ; é4°//c;) S S S 34% | 483% | 3L0% | 10.3% 3.4%
- ?ii»_ (; :6.9;/o)w st f e (s i & & e 103% | 41.4% | 31.0% 6.9% 3.4%
12, i g mMERGEEG *5? (£ BWik1w ik @47 )

-3 i A TE R B
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gr&ﬂ-‘r#ﬁ%‘

A% g b B 1 W HRBRT PRI p ¥ Date: 2005 % 6 " 27 p (2 H#-)
PN TRES B AN E 2 B # A #2R Level of Satisfaction
(8% Max.) (& Min.)
1 Behkii » NEhEE 1R (R ) 12.0% 68.0% 16.0% 4.0% 0%
2. Fwrp fRET uEI o 8.0% 60.0% 28.0% 4.0% 0%
3 FEBPNFrEAE 4.0% 68.0% 24.0% 4.0% 0%
4, Fdadp|Rang F oo 8.0% 60.0% 24.0% 8.0% 0%
5. FE ¥ Ty * o 8.0% 68.0% | 16.0% 8.0% 0%
6. A2/ - [ &9 kAR & ERY  FHEPAH o 0% 64.0% 32.0% 4.0% 0%
7. M2 F - EEAMRKE LA TEREEAHT - 24.0% 72.0% 4.0% 0% 0%
i %2 tﬁi £ ;Oi% FHREZZAFTEELS 4.0% 68.0% 20.0% 0% 0%
’ %?ﬁﬁﬁle :: 4.g%f G 12.0% 52.0% 24.0% 8.0% 0%
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TESRAREFE

Mg BARBERVVI L AAARLAIELLNELA
RitE %
£ Pz ’ﬁ 3PP X 6
Sl ¥ PR KRR KT IR Py Date: 2005# 67 28 p (R -)
it U TR Y B gy 2 B o # LA Level of Satisfaction
(B ® Max.) (3 " Min.)

1 Benk > AdheE R IEE (FHTE ) - 0% 66.7% | 33.3% 0% 0%
2. Fwrp fRET uEI o 0% 66.7% | 33.3% 0% 0%
3 EBRNF LR 0% 50.0% | 50.0% 0% 0%
4, Fdadp|Rang F oo 0% 66.7% | 33.3% 0% 0%
5. FE A1 175 * o 0% 50.0% | 50.0% 0% 0%
6. AA - T Y K AR L EE G 0% 50.0% | 50.0% 0% 0%
7. 885 AL o TEBARE - 16.7% | 66.7% | 16.7% 0% 0%
8. 2R gL LKL o 0% 833% | 16.7% 0% 0%
9 fehr: AEFEMET VA FEHIT - 167% | 50.0% | 33.3% 0% 0%
10. W35 R Y VIEINR R E G h? (LG 2k 1w o BT )

-F2 5 - o

~RARR P T r EH o (BT
10, (R385 RER 4Rt 31 2 (HF 1 =k1 v EfdeT: )
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A% g B ATH T RERT FRiYe p¥ Date: 2005 6% 29 p (% # =)
FiEE TR B g 2 i # 422 Leve of Satisfaction
(B ® Max.) (3 " Min.)

1 Behkii » NEhEE mE (=) 8.3% 66.7% 25.0% 0% 0%
2. Fwrp fRET uEI o 8.3% 58.3% 33.3% 0% 0%
3 EBRNF LR 8.3% 58.3% 33.3% 0% 0%
4, Fdadp|Rang F oo 8.3% 58.3% 16.7% 16.7% 0%
5 BE NG iEy o 0% 83.3% 16.7% 0% 0%
6. AA - T Y K AR L EE G 8.3% 50.0% 41.7% 0% 0%
7.A2F - $RIELAE THERY E AR PZE o 250% 75.0% 0% 0% 0%
8 Az ¢V EAEKFEL|IF LRS- 8.3% 50.0% 41.7% 0% 0%
9 E ow : JF 3 I RPN B = A E o

ﬁ,, o Fraog i PR S 0% 58.3% 33.3% 0% 0%
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