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ABSTRACT

Title ; Marketing Model of Customer Satisfaction and Loyalty in Thailand’s
Convenient Franchised Stores
By : Theerawee Waratornpaibul

Degree ! Doctor of Business Administration

Major Fileld Marketing

Dissertation Advisor : ... T...... Major Advisor

( Assistant Professor Dr.Prin Laksitamas)

Q?Lxﬂ .............. G&?/q

This research studies the marketing model of customer satisfaction and loyalty in
Thailand’s convenient franchises stores with a quantitative method. The objectives were; firstly to
study consumer experience, safisfaction and behavior loyalty modeling of Thailand franchise
stores; and secondly to study relationship between consumer experience, satisfaction and behavior
loyalty. The samples were collected from consumers living in Bangkok province. The research was
carried out using structural equation modeling (SEM) analysis of 780 sample sizes from the AMOS
program. The results of the study were as follows.

1) The results found 5 factors that can measure custumers’ experience as follows: the first
significant factor was being convenient and quick services (EXP3) with the factor loading score of
0.78 (88 percentage). Secondly, the use of communication and electronic media (EXP1) with the
factor loading scores of 0.60 (77 percentage). The third, was product assortment and services
(EXP2) with the factor loading score of 0.46 (68 percentage). The fourth, was personal service
(EXP5) with the factor loading score of 0.43 (66 percentage). Finally, the social responsibility
(EXP4) with the factor loading score of 0.40 (63 percentage).

2) For the customers’ satisfaction, the results found 5 factors to measure satisfaction: the first
significant factor was the product (SAT3) with the factor loading score of 0.87 (93 percentage).
Secondly, the model and structure of the store (SAT4) with the factor loading score of 0.72 (85

percentage). Thirdly, was the value of product with factor loading score of 0.69 (83 percentage).



The fourth was the location (SATS) with the factor loading score of (.55 (74 percentage). Finally , was
the store service (SAT1) with the factor loading score of 0.43 (66 percentage).

3) For the customers’ Loyalty behavior, the results found 3 factors to measure the loyalty
behavior: the first significant factor was repurchase (LOY3) with the factor loading score of 0.92
(96 percentage). The second was sharing store (LOY2) with factor loading score of 0.86 (93
percentage). Finally, was marketing promotion (LOY1) with factor loading score of 0.59
(77 percentage).

4) The results found that creating a positive experience can predict satisfaction at 79.1
percentage. with certain customer satisfaction, and the satisfaction of the consumers predict

behavior loyalty is at 48 percentage.

This study can be implied to strategic market planning to create a good experience for

consumers, particularly about in-store facility and personal services.
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M135199 4.21 (719)

Factor loading
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Factor loading
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M15199 4.24 (719)

Mann Kolomogorov-
mudsdanala Sminov test
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9
Usznaudladinlsdanald (Observed variable) 38 1uTutaani1siaiiend dauilsiey
o I ~ a s [ % [
(Indicator vatiable) ttaz@auilsuna (Latent variable) 131 Tuaanl4n153ns1e T8 Faau
[ a S A v W I a J1 W g’/ o o I
Tngjezdinagreduduanls uazflumsinszindulsudaivsglidulsduna Iailu
L% d' é A = [ 9 % d’ o [
diaEeala Fannunmeneasatalulsduna lanareduiiesinnsadaualsusle
a 4 4 v A Y .
Han133As1zvieenlsene et Fatuduy (Confirmatory factor analysis: CFA) U84
o Y 4 Y a 1 9 &’ [] 9 &‘
Jaseaulszaunssiveadus Ina lunquituazaindenuiuinuvessiuazaindounsy

ot lne TagTsunsudu3eg1 IBM SPSS Amos Version 21.0 Tafann 4.13 -4.18
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@ d Y Aa Y a 9 Ay J "9
1. Twaamsdadszaumsalfus lnavesdus Inafuazaindounsu lydnguiv

Y 9
ﬁxmﬂ%ﬁumuumwm (n=380)

023 —¥»|  EXPI1(0.60)

021 —»| EXP2(0.46)

012 — ¥ EXP3 (0.78)

038 —»  EXP4(0.40)

026 —————» EXP5 (0.43)

;(2 /df=1.359,df=2,P=0.507, GFI=0.999 , RMSEA= 0.000 , RMR = 0.003, *P<0.05
H a Jd 4 a [
PN 4.13 B3 AUATIEH0AY5ENOUITIBN Y (Confirmatory factor analysis: CFA)
@ Y A 9 dy o " 9 dy 1
ﬂjaﬂumamsaﬂﬂizﬁumsm@miﬂﬂsmﬁzmnmmmlsu"lﬁmaluﬂqmsmﬁzmn%wmuuu
a 4 4 a [
HAN15IATIEHOIRY T NOVITIBUEY (Confirmatory factor analysis: CFA) vo4luaa
o Y a ) A 2 oy & ' A
ﬂiiﬁﬂﬂigfﬁJﬂTﬁmﬂ’UiTﬂﬂ"Uf’J\ﬁTuﬁgﬂ'Jﬂ‘ﬁ)”t’)L!‘V\l3‘Llll“lfﬁ(l‘l!ﬂquﬁTuﬁ%ﬂ’Jﬂ%ﬂﬁu%Luu LU
o A A 1Y &' 1 [ aad g 4
‘mmwmmnmmﬂauﬂauﬂlaﬂmm‘luﬂqmmﬁzmﬂ%wmuuu %1ﬂﬂ1@’ﬂ@]ﬂlﬂulﬂm°ﬂ
[ 1 d' a d 1 1 J » 2 o o w aa é
NI1TIAAN €] LUDAUATISHNUN ﬂThl‘ﬂﬁLm'Ji (Chl-square) Illl‘JJUEJﬁ"]ﬂﬂJuV]Nﬁﬂ@ (P>0.05) %4
1 v 9 a = Y % [ o’d’ o Y 1 v aa
HTUIYAITNI IllL@ﬁﬂ’]JGU@ll“'ﬁﬂTi’JLﬂi'IZWiJﬂ'NlIﬁﬂﬂﬂﬁﬂ\?ﬂuﬂﬂlﬂmcﬂﬂﬂ']ﬁu@hh AIUAVUN
Mrua 3NszaUN1IANI1 0.90 WU GFI=0.999 uazariniivualinszavilesnii 0.05

WU A% RMSEA= 0.000 , RMR=0.003 H1UIAINNTHUAITUNU

4 { @ t4 Q '
lﬁﬂ@]i?ﬁ]ﬁﬂﬂﬂ?’llllﬁfl\?ﬁﬁ\ﬂlﬂ\?jlll@aﬂ’]ﬁﬂﬂﬂﬁzﬁﬂﬂ'ﬁmm@ﬂﬂjﬂﬁjﬂﬂﬂqn%j']u/ﬁ%ﬂi]ﬂ

,3 ' Y Aa 9 ,3 J 1 %} @ J
“])’f]‘l/iunl,uu"ll’é]\i@“UiIﬂﬂﬂuﬁ%ﬂ’)ﬂ%ﬂlﬂl\liuq%ﬂﬁluﬂi%mﬁul‘ﬂfl Wy Wivdnesalsenew

9 (=

o o & (% @ A o I o w
(Factor loading) ¥839@23ANI1NA 5 a7 uaznudwdsindald s dianiuuinlaeiFesdidy

Jd Y a @ o A

o v @ yq./ ~ ~ Y 1 dy <
ﬂ')nJﬁ’]ﬂﬂJﬁ'J%'Jﬂﬂi%ﬁﬂﬂWimWﬂiiﬂﬂ‘iﬂll1ﬂ1/lq@”lﬂllﬂﬁ3°h' ALIDIANUTASAINUALITIALT

U

(EXP3) (Factor loading = 0.78) Taviinnuduulssaudusulsyaumsaidus Inanduazain

o X o A A

X J 19 X ] 9 <

"])'ﬂllfi/\liullﬂfﬁ NANITUALAINGDUUIUU TDUAT 88.0 sosaan N uaIF IRl oamsaoansias
A a d a 4 . = o 1 @ @

NIgea1IolannNIouUnNd (EXP1) (Factor loading = 0.60 ) Iﬂﬂllﬂj’]llﬂuuﬂﬁﬁjllﬂuﬂll

CY a ¥ X s 1y X vy o 2o
‘]Jigﬁ”]_lf‘ﬂim@Uijﬂﬂi"luﬁZﬂ’JﬂgﬁﬂLW\liull%ﬁ NRNUIUFASAINGOUUULUU 980T 77.0 AIYIN
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ANUHAINNABVBITUMLAZUIMT (EXP2) (Factor loading = 0.46) Taglianuiuussiusiu

o ¢ Y a 9 X s 1y & vy

nudszaumsaidus Inaduazadndoursulad nguiuazainderuimiu So8ag 68.0
Y

M3 1T UTAMTUeIMITnaIN (EXPS) (Factor loading =0.43) Taslianuiuuilssiususiy

¢y a v L s 1y X vy
ﬂﬁgﬁ‘ufﬂﬁﬂ!QUﬁTﬂﬂﬁ'll!ﬁZﬂ’JﬂGﬁfJLW‘lﬁuul“lfﬁ' NQUITUTSAINTOWUILUU TDUAT 66.0 LA

'
(Z =

@ dyej v A [ Y] I v A 9 Y Aa
AIBFINANNITUNAYDUNDAINN (EXP4) Lﬂu%’)%ﬂﬂﬂuﬂﬂﬂfjﬂﬂlﬂﬂﬂﬁ$ﬁﬂﬂ13ﬂ‘!l§ﬂiiﬂﬂ (Factor
U

e

o 1 v o o a 4 <
loading = 0.40) TasfinnwAuuilsswnunulszaunsaidus Tnadwazaindousulyd

4 [
nRUSUAZAINFOUUWIY S00az 63.0 AWAIRD AINITINN 4.30

H { @ 4 =
M13199 4.30 WafﬂiﬁSﬂﬁ]ﬁﬂ‘]_lﬂ’ﬂillﬂfJ\WI'NGIIENTllLﬂﬁf‘lﬁ?lﬂﬂﬁ%ﬁﬂﬂ?iﬂ!ﬂl@ﬂﬁiﬂiiﬂﬂmﬂﬂ%ﬁu

dy o T 9 dy 1
azandounsulyd Ine Tunguiwazainaenuniv

Factor loading

Uszaumsaivesdys Inn R’
b S.E. Beta

FArunisaediIsuaznIsaoanls 0260 0.015 0.60* 0.77
ad a J
drannIolnd
AUAUNAINNAGYDITUAILAE  0.384 0.022 0.46% 0.68
UTNI
MUANNAZAINULAZITIAG 0.120 0.016 0.78* 0.88
MuUANUSURAATDUADTIAL 0.205 0.013 0.40%* 0.63
MunsliusmMsvoaninau 0.227 0.017 0.43% 0.66

<] 9 1 4 [ o Y Aa 9

wiriu a1 Tuuaazesnlsznevves lumanisialszaunmsaivesdus Inavesdu

491 4 4 dy = P
azangoudsulydludszmelne nguiwazaingonuiuduiiinuinlanuuzduy
o B a ¢ ¥ . . ¥ 2
aw15a1i 115 luns hasieviaunis Ingea1a (Structural Equation Modeling: SEM) 1141
A 3 o J . g}/ J dy =
MaratoI191NAZUUUAIMITN09A 520U (Factor loading) aaua 0.4 yu 'l nazdl

Hod1AYN1Nana

9
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vV 9

Y
(% a a <
2. Twaamsiaanuiane lagus Tnavesdus Inaduazaingoursuladnguiu

q

Y 9
ﬁxmﬂ%ﬁumuumwm (n=380)

031 —> SATI (0.44)

014 —» SAT2(0.71)

008 — SAT3 (0.86)

0.15 —» SAT4(0.73)

021 —»| SAT5(0.54)

72 /df=1274 ,df=2 , P=0.529, GFI = 0.999 , RMSEA= 0.000 , RMR = 0.003, *P<0.05
MNA 4.14 #ANTIUATIZH 097158 NOUFITUTY (Confirmatory factor analysis: CFA)

o -~ Y a 9 X 7 "y X v
all'f)\‘ljllmaﬂ']'i')ﬂﬂ')']llW\iW@ﬂl{ﬂEj‘]_l5Tﬂﬂ51uﬁ$ﬂﬂﬂ“§@uw5uqsﬁﬁ1uﬂ@ﬂﬁ']uﬁgﬂ'lﬂ%’ﬂﬁu'llluu

a 4 4 a Y
HAN15IAT1EHOIAYTE N VITIBUEY (Confirmatory factor analysis: CFA) voaluaa
o = Y A 9 A 7 "y X 1 A
ﬂ?i’)ﬂﬂ’ﬂﬂW\‘lW@ifﬂQ‘U5Tﬂﬂﬂl@\?iTLlﬁ$ﬂ'Jﬂ“D’@LW‘Iiull“lfﬁ(luﬂ@ﬂi?ﬂﬁ%ﬂﬁﬂ%@ﬁuﬂluu ¥\13)]
o a A 1T 9 49' 1 [ Ana & 4
‘LﬂlﬂW%TS‘EIH‘?]’NIIﬂﬁllﬂﬁuﬂl'rNIiJlﬂﬁGLHﬂZleiTuﬁ%ﬂ’Jﬂ“ﬁ@ﬁu%Luu nnmaoamiumnam

[ A a L4 1 ' 4 = 2 v o W aa =
NI13IAAI ) LUDUATITHNUIN A laaunas (Chi-square) "lwuammgmmam (P>0.05) 3

[

1 v 9 a = 9 [ A o Y v oAA
WA Tumanudoyansiniziianudeandesnunumnusinmuua 13 daudadin
M UA MNTLAUVINNIT 0.90 WU GFI=0.999 uazayinmviua linszauilaenii 0.05

WU A% RMSEA= 0.000 , RMR =0.003 WU NAMAUAIFUIY

] H Y
iensaaeuANUNeInTIved Tmmansiaanuiane ladus Inanguiuazainie

@ J

] a 4 ' 901
vuiuvesdus Inadwazaangeunsulydludszmalne wua hminesdisenen

Y
[ v A o

9
v o v (% 13 ~ o w 9
(Factor loading) UD41IANIHUA 5 A1 flﬂ']HJU'U'JﬂIﬂEJLiﬂﬁa’lﬂﬂﬂ'ﬂﬂﬁ’]ﬂmﬁ')%")ﬂﬂﬂ’]u
g

o
Y 1o o

v v Y )
waneladus Inanunniiga lAunda% a5 09nmnmdud (SAT3) (Factor loading = 0.86) Tao]

Y ' 9

Y 1 1% Y] = A 9 j’ 4 j’
ﬂfnllNullﬂi’iflllﬂl!ﬂ‘]Jﬂ’JHJWQWi’J%]E&TJiIﬂﬂTIMﬁSﬂ?ﬂ%”ﬂllﬂiﬂll&lfﬁ NANITUTLAINYD

Q

(2 [

v 3 2 A o Yy v
WUIUY 0802 93.0 599290 LAY AlpIR VLA InsIas1931u (SAT4) (Factor

@ 1 v o a2 &’ 4
loading = 0.73 ) TasfinnudunlsswnunuanuianeladusTandwazaindounsu lyd
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4

Y
nauiuazandenuuiiu $ovaz 85.0 AI%FIAnUAUAT (SAT2) (Factor loading = 0.71) Tag
= Y] 1 [ [ = Y Aa 9 g s Y @ tﬂyoj
Hanudulssawnunuanuiane lagus Inaduazeindourlsulyd Sovaz 84.0 A13a
o 1 zﬂ' g}/ 9 . = % 1 (% (% =<
AUNUINAI3 U (SATS) (Factor loading =0.54) Taslinnuiunlssaununuanuiianely

a ¥ J v X o a <
AUs Inadmazadngounsulyd Sovaz 74.0 naz @Fians IHUInIsveiu (SATI) ilu

v
[ =

dy A 9 =< Y Aa . = LY ' [
1Y ﬂ‘ﬂuawqmmmquwa%@minﬂ (Factor loading = 0.44) Tagianuauulssiunu
=

y Y a v & ) o v o A
ﬂiJf"I'ﬂll‘WQW'E]blﬁ]Qﬂjiﬂﬂj"luﬁgﬂ?ﬂ"ﬁ@uw5uvl%ﬁ 39802 66.0 AUAAY AIN1T 1NN 4.31

M5197l 431 kansasdouANNNeInsIves Tumamstannuianelaveedus Tnnve iy

dy o T 9 dy 1
azandounsulyd Ine Tunguiwazainaenuniv

Factor loading

=3 Y a 2
anuianelavesdus Inn R
b S.E. Beta
F) Y a *
Mumsliusms 0214 0.017 0.44 0.66
AUANUANAT 0.148 0.020 0.71* 0.84
Mugum 0.081 0.019 0.86* 0.93
9 o 9 9 *
Mudwuutaz Taseadedu 0.137 0.014 0.73 0.85
v g
MurUana U 0310 0.025 0.54* 0.74

< 91 1 4 5 = Y a ]
%zmu"lmw olu!,maz?Nﬂ‘]Ji$ﬂ@‘]J"U?NTllLﬂﬁﬂﬁ’Jﬂﬂ’NﬁJWﬁWﬂ%ﬂl@ﬁQ’Uﬁiﬂﬂﬂlﬂﬂﬁu

1 ¢ "y X i s~
ﬁ$ﬂ'§ﬂ%@i!ﬂiuhl%ﬁﬁluﬂi$lﬂﬁulﬂﬂ ﬂﬁj‘ui’ll‘lﬁgﬂ'Jﬂclfﬂwuuluun&ﬂmm%uﬂj']ulwn'lgﬁn

9
=

awsoin 1 1¥umsnseaun1sTasaada (Structural Equation Modeling: SEM) 1149

4 v Y o s . & ! ] =
MANALeIN1INALIUUAIIMITNB9AUTENOD (Factor loading) Adua 0.4 Yu'ly uagil

v (% aa

yEAUNINAD

9
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4
@ a [ a a o 1
3. TwwamsiangAnssuanuanagus Inavesdus Tnadwazaingounsuledngu

Y 9
%’maxmﬂ%ﬁumuumwm (n=380)

033 —»  LOYI1(0.67)

017 ——»” LOY2(0.83)

016 —» LOY3(0.83)

;(2 /df=0.140,df=1,P=0.708, GFI=1.000 , RMSEA= 0.000 , RMR = 0.006, *P<0.05

J

H a Jd a [
PN 4.15 NI AUATIEH0AY5ENOUITIBN Y (Confirmatory factor analysis: CFA)
Y] a v A Y A Y dy 4 1" 9 dy
Y04 TuAamsTaNgAnssuANNANARYS Inasuazangounsu lsd lunguiuazaindo
WUWUY
a 4 o a [
HANTI5AATIZHB9AYTLABUIFIBUEY (Confirmatory factor analysis: CFA) U84 1uiAa
Y] a v A Y a 9 dy A 19 dy 1
M3TANYANTTUANUANARYS Inavesiuazaindounsu led lunguiuazaindenuiv
A ° A A 1T 9 491 1 1 AaAd &
HeINNITIANUNANNANYEY Tuaa TuAguIudEAINFo UYL naAadamu
4 v A a d 1 ' J u 2 v o W aa
INUNNTIAA 9 WD UATIZHNU A1 1AFUAIT (Chi-square) TiTiod 1Ay MIaada (P>0.05)
= 1 v 9 a L= 9 v W A o Y 1 =
Farmeanun luaanudoyansinziianuaeandesnunumnusindue 13 aruawil
AU ANIZAUNIANIT 0.90 WU GFI = 1.000 tazastinmvualinszaulosni 0.05
WU A% RMSEA= 0.000, RMR =0.006 F1UINHNNAMNHUAFUIY

a2 9 A

HA529 89 UANNN89A5 31U TUAANITIANYANTTUANUANARLS Laan

U

¥
PPN

=

1 Y]

X ' Y a 9 1 @
ﬁgﬂjﬂcﬂﬂ'ﬁuﬂluum@\iaﬂﬁiﬂﬂi']uﬁz@’Jﬂm@L!V\Iﬁuul%ﬁclucﬂﬁgl‘ﬂﬁulﬂfl NUIT UTUUD

CA:e) I

1 o o o w

4 . v o & v A I ~
o9Alsznoy (Factor loadmg) VOIAIIANINUA 3 A7 Nﬂ’]ﬁJu‘U'}ﬂIﬂﬂliﬂﬂa’]ﬂﬂﬂ')’]llﬁ’lﬂﬂl

9

9 Y
(Y v 4 A 90}

9 v v
m%mwmﬂﬁnmmmﬂé’uﬂmwman@”lﬁ’gmm% P3990 NAVNIFOH (LOY3)

qus Inafuazaan

(3

(Factor loading = 0.83) TagiA1uAuLl 55 AUNUWOANTTUANINANA
Y
=S

]
A

X s 1y X "y 3 o Y a
‘ﬁ)’@LW‘hullslfﬁ NANIIUTSAINFIHUILUU T08a 91.0 59909U1 I UAIBIATIMT 1FUT AT

#1194 9 (LOY2) (Factor loading = 0.83 ) Taalin1uAuulss1ununAungAnIsuauana
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9 @ @

a 9 X 4 VY X ' Y 2 9
U Tnﬂimaxmﬂ%mwhu‘l% NQUINUASAINEDUUULUY T80 91.0 LAE AIFIANITIVT

v ' '
v A v A [ 9y

s
' a U = I a [ =
FINNINTTUAUFIUNITAA1A (LOY1) Lﬂu@’)%’)ﬂﬂﬂ}ﬂﬂﬂEjﬂﬂlﬂﬁWi]ﬂﬂiﬁiJﬂ')"lﬁJﬂﬂalﬂﬂﬁIﬂ‘ﬂ

o a2 Y

(Factor loading = 0.67) TaglinuAuLlssINAUANgANTITNANNTNARLS Inauazain

U

Ay 4 " Y &l [] Y o w Y] ~
%ﬂl!’l/‘lﬁullslfﬁ NQUITUASAINTIHUIULUY T08AT 82.0 MIUAIAU ANAITINN 4.32

M3199 4.32 waM3A5IAEUANNNBIATIVOI TUAAMTIANYANTTUANNANAVEIRDS Tna

9 &1 4 [ éj 1
Gumﬁmﬁzmﬂ%mhu"l%ﬁ”lm °luﬂqmmﬁzmwawmuuu

Factor loading

WOANTTUANNANAVEIRLS 1nA R’

b S.E. Beta
M33IWNINTTUNNNITAAIA 0.333 0.012 0.67* 0.82
MIWIMIaaY 0.169 0.013 0.83* 0.91
ms¥od 0.160 0.024 0.83* 0.91

Y

< Y 1 4 o a v A a
%mu"lmw 1ullﬁa$6\1ﬂ‘1Ji$ﬂf]‘]JGUENTNLﬂﬁﬂTﬁ'JﬂWi]@]ﬂﬁﬂJﬂ'NllﬂﬂWU’ﬂ\i UﬁIﬂﬂ

n
7
N

Y X 4 19 &} 1A =
an’Ni”I‘L!ﬁ$ﬂﬁﬂ“ﬁ@tlﬂﬁu]lﬁﬁﬁﬂluﬂigl‘ﬂﬁ"lﬂﬂ NANITUASAINEOU UL UUUINUNNUAIY

o a 4 . .
manzanansnii U 1slumslese i auns Insee319 (Structural Equation Modeling: SEM
3’, dy A 1 go’ @ 4 ZIJ v éj S
) Natiaraiio w19 INAzIUUANNYINBIALTEN oY (Factor loading) Adua 0.4 U 11/ az ]

@ [ aa

HedAYNa0a

v A G’ =)
AauN 12 M3UATZHMAATNNTIAIIA319 (Structure Equation Model : SEM) ¥94j1319n

' Y l&’ |
ANIIHASAINYIHUUIUY

a o J
M3AATIZH 1A aNMT In59a519 (Structure Equation Model: SEM) ¥041/5van15al

Y a = A 1 a = Y a 9y ,3 o
Qﬂiiﬂﬂ ﬂ’NllW\inJGlﬁ] ﬂhNﬁﬁ@WQ@]ﬂiiMﬂ’NhﬂﬂﬂﬂJﬂ\i@Uiiﬂﬂﬂuﬁ%@’)ﬂ“ﬂ@ L!V\Iiuul‘lfﬁul‘l/lfl

] ¥ ] 4 % o d A 1 J a

nguiuazaindonuuiu ienadouanudunusiFeaungszniedszaumssidus Inn
~< A 1 a v A o .

anuianely Niinadenganssuanunna TasTiUsunsuduiagy IBM SPSS Amos Version
& a gz Y = 1] Y4 o a A 9

21.0 FIMINATDUAUNATIU HuADdIMIATaouaNuduRuTvosdmlsoasznldlums

[ v [ 1 [ [} d 1 [ 1 a

SanSenagovdindidunaldnduiusaonuinuinluusedosld uazazifaaniag

[

LAy ~ 2
Muticollinearity 3o i Taglinsnagoudail
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1. M3nageuMsuana3n@ (Normal Distribution) N15A519A0UNTUINLIITOYA
HUUAU A8 (Univariate) #913811910819210 1A9 (Kurtosis) HazA1021411] (Skewness)

C%

4 dy Ya 1 9 1 = Py 9 1
(3alg WAMNOF0, 2560) tauplinnsanaanuiuazaulaslaelmamnusinsyla
MU VINUAZAD 2.00 1AZNITYAININNINATOUAIY Kolmogorov test (A8 111117 1y11,2557)
fedutlsduna'ld azdoalddanlsntinias Sauuuaia (Interval scale) azuAIIAULUVAING
o % % 4 a
(Ratio Scale) 31U 13 #1 Usznoudie saudsaulszaunmsalgus I suanuiane s
A v A 9 a 9 dy J 1 aa dy Y Aq
Haz WOANTINANNANAVEIRUS Innduazaindeunsulyd uaasmadadosdunld
a d v [ 9 [ 1 ~ —_ oA [
Naszialsdauna laun aunae (X) ANVIAUUVIATIIU (S.D.) MAZUUUFIFA (MAX)
ANNZUUUATIGA (MIN) A1A210 1A9 (Skewness) A1A21011] (Kurtosis) Uz @DANA@0U
[ o 4 [
Kolomogorov-Sminov test 181 1an1szasdtiioian1snizaieuesdoya Lagn1suanuagves

9
fauls 19 13 Awls Awaaeseazenn1se 4.33

$ ' aa 4 Y o o Y o 19 ¥ 1
M3199 4.33 manadesdudalsdana’ld 13 dauls (n=380 Au) nquiuazaINFornu Y

AMaan Kolomogorov-
amlsdunala Sminov test
X S.D. MIN MAX SK KU Stat P
4 d
arulszaunisa
ATRIBE
1. ﬂ]iéaﬁqsuagﬂ]j 3.68 f78) 2 5 -.06 -91 127 .000
d' ad a 4
Foansdlannisling
2. ANINYAINYA18UDd 4.20 .61 3 5 -47 -.66 123 .000
FuUAaZUIMS
3 ﬂj1hﬁ$ﬂ3ﬂllﬁ$i’;ﬂ!§’) 3.79 73 3 5 24 -1.03 144 .000
4. AN %’ U ﬁ A% gi R 3.63 .79 1 5 -.28 .02 .094 .000
danu

5. ﬂ—ﬁ:]ﬁiﬂ—]ieuaqwﬁ'ﬂq—]u 3.96 .68 3 5 .07 -1.06 .145 .000
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M135199 4.33 (719)

Mana Kolomogorov-
aulsdunala Sminov test
X SD. MIN MAX SK KU Stat P
% =<
MuANNNINla
1. ﬂ13‘1ﬁ}‘]_]§ﬂ1§ 3.94 .75 2 5 -.44 .10 297 .000
2. ANNANAIADIRY 3.95 68 3 5 06 -85 270 000
3. ﬂmﬂ’]w’auﬁ}’] 4.06 77 3 5 -.10 -1.31 216 .000
v Y
4. gmvunazlasaaiig 397 74 2 5 -15 -.65 255 .000
9
37U
5. ﬁ’]uﬁﬁqﬁéj@%}’]u 4.20 .69 3 5 -28 -.88 261 .000
a W A
NYANTINANNNNA
1. MssIunInssuauasy 410 Lol 1 5G9 112 242 000
AIAaINA
2. mm?}mﬂaf{mmguq 4.25 99 1 5. -L75 2,06 275 000
3. ﬂ’]j%@c}?’] 4.18 98 1 5 -1.44 2.01 263 .000

A a 7 v v o Y Aa ] e
DA AN 433 KA AATIEH Teveaulsgaumsaivesdus Inaduazainioe
4 1 1 @ (] o P o a
urlsulyd wua ngudlednldanudingmistidszaumsalin ldsuvesdus Tnalud
X Ty X ’ oy Yo @
azaan®e lungquiuazaindenuiiy (n=380) WU dreutuvdeunnldsulsyaunel
1 2 v
luGesnnunainvatsvesdudazusmsluduazaindouiniiga (X =4.20,5.D.=0.61)
= Yo e’d‘ Y a v — Yo
seaaduil 1dsulszaunisaliToan1s 1HUS AT YR INITAIIY ( X =3.96,8.D.=0.68) 1A51
4 < — [ 4
UszaumsalanuanuazaInaIguaz Gl ( X =3.79,8.D0.=0.73) 1d5v1szaumsaliaiu
A A adg A ¢ — Yo s Y
MIdoaIuazMITeAITOaNNINNT ( X =3.68,8.D.=0.75) uaz lasuilszaumsaisiuaiy

SuHareuARaInN (X =3.63,5.D.=0.79) A1Na 191
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Experience Quality: An exploration in business and consumer contexts using repertory grid
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1. AlsanuHna

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

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

Reliability Statistics

Cronbach's Alpha | N of Items

.850

Item-Total Statistics

Scale Mean if ltem

Scale Variance if | Corrected Item- | Cronbach's Alpha

Deleted Item Deleted Total Correlation if Item Deleted
LOY1 8.58 2.085 734 a77
LOY2 8.50 2.051 .808 712
LOY3 8.56 2.047 .631 .884




2. dmdsanuianele

Case Processing Summary

N

%

Cases Valid

Excluded?

Total

50

0

50

100.0

100.0

.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of ltems

.922

Item-Total Statistics

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

Deleted Item Deleted Total Correlation if Item Deleted
SAT1 16.76 6.717 .684 .927
SAT2 16.76 6.513 .879 .890
SAT3 16.72 6.247 .847 .894
SAT4 16.74 6.115 .863 .891
SATS 16.62 6.934 731 917
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3. dlspumnuesaum

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.901

Iltem-Total Statistics

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

Deleted Item Deleted Total Correlation if Item Deleted
PQ1 16.66 6.270 .732 .885
PQ2 16.60 6.122 .813 .870
PQ3 16.98 5.653 770 877
PQ4 16.88 5.414 .802 .870
PQ5 16.72 6.247 .682 .895
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4. gdsmumsIHuIMsveINIInaIu

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.890

ltem-Total Statistics

Scale Mean if Item| Scale Variance if [ Corrected Item- | Cronbach's Alpha

Deleted Item Deleted Total Correlation if Item Deleted
PER1 16.42 7.065 .724 .872
PER2 16.02 7.857 761 .861
PER3 16.02 7.938 .704 .872
PER4 16.18 8.069 772 .860
PERS 16.32 7.528 .735 .866)
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4. MmlsamuanuSuRareunad AN

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.885

ltem-Total Statistics

Scale Mean if Item | Scale Variance if | Corrected Item- | Cronbach's Alpha

Deleted Item Deleted Total Correlation if Item Deleted
CSR1 14.76 10.676 .568 .893
CSR2 15.24 9.002 731 .859
CSR3 15.54 8.702 .706 .867
CSR4 15.52 8.336 .836 .833
CSR5 15.26 8.809 .793 .844
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5. mudsmuanuazanaiataz s

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of ltems

.789

Item-Total Statistics

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

Deleted Item Deleted Total Correlation if Item Deleted
Cvi 16.12 6.883 .643 724
Cv2 15.78 7.236 .753 .703]
Cv3 15.50 7.765 .656 735
Cv4 15.62 7.138 .695 713
CV5 16.58 6.902 .333 .876

190



6. MUANNHAINHABVRITUAAZUI NS

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.864

Item-Total Statistics

Scale Mean if ltem| Scale Variance if [ Corrected Item- | Cronbach's Alpha

Deleted Item Deleted Total Correlation if Item Deleted
PMT1 17.10 5.602 .687 .835
PMT2 17.20 5.714 745 .822
PMT3 17.46 5.641 .659 .842
PMT4 17.40 5.429 731 .823
PMT5 17.16 5.851 .608 .855
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o v A
7. mudshumsaeas

Case Processing Summary

N %
Cases Valid 50 100.0
Excluded? 0 .0
Total 50 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.781

ltem-Total Statistics

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

Deleted Item Deleted Total Correlation if Item Deleted
COM1 15.06 10.017 .545 746
COM2 14.94 9.364 .597 728
COM3 15.56 8.945 .566 .738]
COM4 15.50 9.112 .543 . 746
COM5 15.66 9.494 541 . 746
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9. A Reliability Nariua

Case Processing Summary

N

%

Cases Valid

Excluded?

Total

50

0

50

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of ltems

.959

38
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N

Group number 1 (Group number 1)

Notes for Group (Group number 1)

The model is recursive.

Sample size = 780

Variable Summary (Group number 1)

Result (Default model)

Minimum was achieved
Chi-square = 17.863
Degrees of freedom = 12

Probability level = .120
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Group number 1 (Group number 1 - Default model)

Estimates (Group number 1 - Default model)

Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

SAT <-- EXP .813 .056 14.406 o
LOY < SAT 433 130 3.336 o
LOY <-—- EXP .038 138 278 781
EXP5 <-- EXP 1.000

EXP4 <-- EXP 1177 .061 19.439 g
EXP3 <-- EXP .990 .051 19.421 =
EXP2 <-- EXP .929 .056 16.726 ™
EXP1 <- EXP 916 .060 15.372 o
SAT1 <-- SAT 1.000

SAT2 <-- SAT 1.026 .051 20.005 2
SAT3 <-- SAT 1.141 .063 18.028 o
SAT4 <-—- SAT 1.123 .042 26.453 -
SAT5 <-- SAT 1.110 .061 18.128 LA
LOY1 <--- LOY 1.000

LOY2 <-- LOY 1.621 445 3.639 o
LOY3 <-- LOY 1.637 446 3.672 o

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
SAT <-- EXP 79
LOY < SAT 480
LOY <--—- EXP .041
EXP5 <-- EXP .800
EXP4 <--- EXP 793
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Estimate
EXP3 <- EXP 725
EXP2 <-- EXP .812
EXP1 <-—- EXP .655
SAT1 < SAT .753
SAT2 <-- SAT .837
SAT3 <--- SAT .825
SAT4 <--- SAT .853
SAT5 <--- SAT .895
LOY1 <-- LOY .539
LOY2 <-- LOY 917
LOY3 <-- LOY .940

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
e6 <> €9 .047 .014 3.449 *H
e3 <> e5 118 .016 7.546 b
e9 <> e12 -.044 .010 -4.329 e
el <> e8 .002 .027 .063 .950
e2 <-> €9 -.052 .011 -4.821 g v
e4 <> eb .047 .012 3.766 bt
e8 <> €9 -.037 .009 -3.959 rex
e5 <-> el4 .013 .013 .963 .336
e2 <> e4 -.106 .017 -6.426 e
e2 <> el13 .002 .021 .076 .939
e2 <-> e8 .074 .016 4.594 e
el <> e7 -.075 .022 -3.495 i
el1l <--> EXP .164 .042 3.911 fd
e4d <> el -.098 .015 -6.569 o
ed <> e8 -.016 .012 -1.333 .183
e9 <-> el13 -.015 .010 -1.574 115
e6 <-> e10 -.030 .009 -3.478 e
e2 <> el12 .037 .022 1.715 .086
e10 <--> e15 .059 .017 3.511 i
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Estimate S.E. C.R. P Label
e2 <-> el4 .026 .015 1.749 .080
e2 <> e7 .043 .013 3.362 e
e10 <> el .055 .016 3.431 e
e3 <> e9 .024 .011 2.176 .030
e10 <> el14 -.061 .013  -4.555 i
e3 <> el0 -.051 .011 -4.462 x
e4d <> e8 -.022 .010 -2.251 .024
e7 <--> e8 .041 .013 3.016 .003
e5 <> el13 .006 .018 .340 734
el <> el4 .086 .023 3.667 o
e3 <> el4 .025 .015 1.667 .096
e5 <> e8 -.008 .012 -.698 485
e12 <> el14 -.002 .009 -.276 782
e3 <> eb .030 .011 2.667 .008
e7 <-> el0 .005 .009 547 .585
ed <> el3 -.004 .009 -418 .676
e8 <> el .056 .010 5.431 Hx
el <> el2 -.006 .009 -.681 496
el1l <> e15 .028 .047 .611 .541
el <-> eb -.074 .022 -3.397 by
e5 <> el2 .030 .018 1.685 .092
e8 <> e10 .047 .013 3.683 =
el <> €9 -.039 .025  -1.539 124
e5 <> €9 -.030 .009  -3.326 e
el <> el10 -.058 .022 -2.584 .010
e2 <> eb -.023 014  -1.671 .095
el <> e4 -.056 .014  -3.873 i
e4d <> eb -.029 .008  -3.677 i
e10 <> e12 -.008 .008 -.998 .318
ed <> el15 .040 .015 2.708 .007
e3 <> el15 -.009 .013 -711 AT7
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Correlations: (Group number 1 - Default model)

Estimate
e6 <-> €9 .255
e3 <> eb 406
e9 <> el12 -.325
el <-> e8 .010
e2 <> e9 -.282
e4d <> eb .228
e8 <> €9 -.227
e5 <> el4 .066
e2 <-> e4 -.605
e2 <-> el3 .011
e2 <-> e8 .348
el <> e7 -.499
el1 <> EXP 467
ed <> el -417
e3 <> e8 -.071
e9 <-> ¢e13 -134
e6 <> €10 -.128
e2 <> el2 214
e10 <> e15 .289
e2 <> el4 .158
e2 <--> e7 235
e10 <> el1 AT7
e3 <-> €9 126
e10 <> el4 -.376
ed <-> el10 -.209
e4 <--> 8 -.141
e7 <> e8 .252
e5 <> e13 .035
el <> el4 .623
e3 <> el4 .145
e5 <> e8 -.033
e12 <> el4 -.020
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Estimate
e3 <> eb 122
e7 <> e10 .028
e4 <> e13 -.035
e8 <> el .198
el <-> el12 -.041
el11l <> e15 .102
el <-> €6 -.375
e5 <> el2 .148
e8 <> e10 .228
el <> e9 -.250
e5 <> €9 - 137
el <> el10 -.297
e2 <-> eb -.082
el <> e4 -.383
ed <> eb -.168
e10 <> e12 -.048
e4d <-> eilb .260
e3 <> e15 -.042

Variances: (Group number 1 - Default model)

Estimate SE. C.R. P Label
EXP 291 .024 12.010 iz
el4 115 .020 5.879 o
e15 .184 .101 1.827 .068
el 164 .014 11.710 o
e2 239 .020 11.697 o
el 257 .017 15.471 o
e4 130 .019 6.773 o
eb .325 .023 14.355 el
e6 235 .017 13.580 o
e7 138 .012 11.406 o
e8 .188 .021 9.002 o
e9 145 .015 9.875 o
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Estimate S.E. C.R. P Label
el10 .230 .019 12.054 o
el 425 .055 7.718 o
el12 128 .014 9.181 o
el3 .089 .013 6.609 o

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
SAT .625
LOY .264
LOY3 .883
LOY2 .836
LOY1 .506
SAT5 514
SAT4 .728
SAT3 .681
SAT2 .701
SAT1 .567
EXP1 429
EXP2 .659
EXP3 .526
EXP4 .628
EXP5 .640

Model Fit Summary

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 79 17.863 12 120 1.489
Saturated model 91 .000 0
Independence model 13 7978.739 78 .000 102.292
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RMR, GFI
Model RMR GFlI AGFI PGFI
Default model .007 .996 973 31
Saturated model .000 1.000
Independence model .282 .230 .102 197
Baseline Comparisons
NFI RFI IFI TLI
Model CFI
Delta1 rho1 Delta2 rho2
Default model .998 .985 .999 .995 .999
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000
Parsimony-Adjusted Measures
Model PRATIO PNFI PCFI
Default model .154 .154 .154
Saturated model .000 .000 .000
Independence model 1.000 .000 .000
NCP
Model NCP LO 90 HI 90
Default model 5.863 .000 21.336
Saturated model .000 .000 .000
Independence model 7900.739 7610.766 8197.007
FMIN
Model FMIN FO LO 90 HI 90
Default model .023 .008 .000 .027
Saturated model .000 .000 .000 .000
Independence model 10.242 10.142 9.770 10.522
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RMSEA
Model RMSEA LO 90 HI 90 PCLOSE
Default model .025 .000 .048 .967
Independence model .361 .354 .367 .000

AlIC
Model AIC BCC BIC CAIC
Default model 175.863 178.754 543.947 622.947
Saturated model 182.000 185.331 605.996 696.996
Independence model 8004.739 8005.214 8065.309 8078.309

ECVI
Model ECVI LO 90 HI 90 MECVI
Default model .226 218 .246 .229
Saturated model 234 234 234 .238
Independence model 10.276 9.903 10.656 10.276

HOELTER
HOELTER HOELTER
Model
.05 .01
Default model 917 1144
Independence model 10 11

Execution time summary

Minimization: .023
Miscellaneous: .594
Bootstrap: .000

Total: 617
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Groups

Group number 1 (Group number 1)

Notes for Group (Group number 1)

The model is recursive.

Sample size = 400

Result (Default model)

Minimum was achieved
Chi-square = 13.965
Degrees of freedom = 12

Probability level = .303



Group number 1 (Group number 1 - Default model)

Estimates (Group number 1 - Default model)

Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

SAT <-- EXP .845 .078 10.795 o
LOY < SAT 412 175 2.357 .018
LOY <-—- EXP .049 227 215 .830
EXP5 <-- EXP 1.000

EXP4 <-- EXP 1.195 .086 13.885 g
EXP3 <-- EXP 1.027 .073 14.004 =
EXP2 <-- EXP .925 .076 12.233 ™
EXP1 <- EXP .943 .086 10.956 o
SAT1 <-- SAT 1.000

SAT2 <-- SAT 1.034 .072 14.421 2
SAT3 <-- SAT 1.160 .088 13.132 o
SAT4 <-—- SAT 1.137 .061 18.510 -
SAT5 <-- SAT 1.120 .086 12.998 s
LOY1 <--- LOY 1.000

LOY2 <-- LOY 1.499 .691 2.170 .030
LOY3 <-- LOY 1.592 728 2.187 .029

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
SAT <-- EXP .829
LOY < SAT 484
LOY <--—- EXP .056
EXP5 <-- EXP 79
EXP4 <--- EXP 791
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Estimate
EXP3 <- EXP 742
EXP2 <-- EXP 792
EXP1 <-—- EXP .665
SAT1 <-- SAT .748
SAT2 <-- SAT .832
SAT3 <--- SAT .829
SAT4 < SAT .851
SAT5 <--- SAT .880
LOY1 <--- LOY .545
LOY2 <--- LOY .904
LOY3 <--- LOY .988

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
e6 <-> €9 .044 .018 2.391 .017
e3 <> eb .105 .022 4.798 o
e9 <> el12 -.028 .013 -2.119 .034
el <> e8 -.025 .035 -.718 473
e2 <-> €9 -.059 .015 -3.792 i
e4 <> eb .048 .018 2.758 .006
e8 <> €9 -.042 .013 -3.181 .001
e5 <-> el4 .001 .018 .050 .960
e2 <> e4 -.098 .022 -4.452 o
e2 <> el13 .003 .030 104 917
e2 <-> e8 .068 .022 3.079 .002
el <> e7 -.099 .028 -3.564 o
e11 <> EXP .160 .069 2.317 .021
ed <> el -.108 .025 -4.261 o
ed <> e8 -.017 .016 -1.046 .296
e9 <-> el13 -.009 .012 -.744 457
e6 <-> el10 -.029 .012 -2.432 .015
e2 <> el12 .035 .031 1.132 .258
e10 <> e15 .052 .022 2.357 .018
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Estimate S.E. C.R. P Label
e2 <-> el4 .017 .020 .858 .391
e2 <> e7 .042 .018 2.372 .018
e10 <> el .050 .022 2.311 .021
e3 <> e9 .022 .016 1.388 .165
e10 <> el4 -.053 .018  -3.014 .003
e3 <> el0 -.047 016 -2.980 .003
e4d <> e8 -.028 .013  -2.087 .037
e7 <--> e8 .037 .018 2.067 .039
e5 <> el13 .025 .026 .965 .335
el <> el4 .100 .029 3.501 o
e3 <> el4 .010 .020 511 .610
e5 <> e8 -.012 .016 -.750 453
e12 <> el14 .011 .009 1.339 181
e3 <> eb .028 .016 1.786 .074
e7 <-> el0 .006 .012 513 .608
ed <> el3 -.007 .010 -.689 491
e8 <> el .056 .015 3.856 Hx
el <> el2 .008 .009 .856 .392
ell <> e15 -.030 .091 -.328 743
el <-> eb -.090 .027  -3.305 el
e5 <> el2 .039 .026 1.485 .138
e8 <> e10 .049 .018 2.774 .006
el <> €9 -.066 .031 -2.086 .037
e5 <> €9 -.030 013  -2.390 .017
el <> el10 -.081 .030 -2.693 .007
e2 <> eb -.025 020 -1.259 .208
el <> e4 -.044 .019  -2.308 .021
e4d <> eb -.027 .011 -2.465 .014
e10 <> e12 .000 .008 -.015 .988
ed <> el15 .057 .024 2.412 .016
e3 <> el15 -.001 .017 -.045 .964
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Correlations: (Group number 1 - Default model)

Estimate
e6 <-> €9 .236
e3 <> eb 374
e9 <> el2 -.244
el <-> e8 -.145
e2 <> e9 -.31
e4d <> eb 224
e8 <> €9 -.257
e5 <> el4 .005
e2 <> e4 -.521
e2 <-> el3 .056
e2 <-> e8 321
el <> e7 -.640
el1 <> EXP 453
ed <> el -427
e3 <> e8 -.081
e9 <> el13 -.209
e6 <> €10 -.125
e2 <> el12 .230
e10 <> e15 278
e2 <> el4 115
e2 <--> e7 225
e10 <> el .158
e3 <-> €9 114
e10 <> el4 -.367
ed <-> el10 -.199
ed <> e8 -.169
e7 <> e8 .231
e5 <> e13 .393
el <> el4 794
e3 <> el4 .069
e5 <> e8 -.051
e12 <> el14 123
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Estimate
e3 <> ¢eb A17
e7 <> e10 .035
e4d <> el13 -.164
e8 <> el 199
el <-> el12 .060
el11l <> e15 -115
el <-> ¢eb -.452
e5 <> el2 .226
e8 <> e10 .240
el <-> €9 -.416
e5 <> €9 -.140
el <> el10 -410
e2 <-> eb -.089
el <> e4 -.281
ed <> eb -147
e10 <> e12 -.001
e4d <-> eilb .382
e3 <-> eilb -.004

Variances: (Group number 1 - Default model)

Estimate SE. C.R. P Label
EXP .285 .034 8.480 iz
el4 .093 .025 3.675 o
e15 .154 141 1.088 277
el 170 .020 8.719 o
e2 244 .029 8.517 o
el 246 .023 10.653 o
e4 .145 .025 5.814 o
eb .321 .032 9.954 o
e6 234 .023 10.033 o
e7 141 .016 8.616 o
e8 .182 .028 6.502 o
e9 146 .020 7.329 o
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Estimate S.E. C.R. P Label
el10 229 .026 8.801 o
el 440 .044 10.106 o
el12 .093 .015 6.048 o
el3 .013 .015 .854 .393

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
SAT .687
LOY .283
LOY3 977
LOY2 .842
LOY1 .391
SAT5 525
SAT4 725
SAT3 .686
SAT2 .692
SAT1 .559
EXP1 442
EXP2 .628
EXP3 .551
EXP4 .625
EXP5 .626

Model Fit Summary

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 79 13.965 12 .303 1.164
Saturated model 91 .000 0
Independence model 13 4210.456 78 .000 53.980
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RMR, GFI
Model RMR GFlI AGFI PGFI
Default model .007 .995 .959 31
Saturated model .000 1.000
Independence model .270 223 .093 191
Baseline Comparisons
NFI RFI IFI TLI
Model CFI
Delta1 rho1 Delta2 rho2
Default model .997 .978 1.000 .997 1.000
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000
Parsimony-Adjusted Measures
Model PRATIO PNFI PCFI
Default model .154 .153 .154
Saturated model .000 .000 .000
Independence model 1.000 .000 .000
NCP
Model NCP LO 90 HI 90
Default model 1.965 .000 15.521
Saturated model .000 .000 .000
Independence model 4132.456 3923.532 4348.641
FMIN
Model FMIN FO LO 90 HI 90
Default model .035 .005 .000 .039
Saturated model .000 .000 .000 .000
Independence model 10.553 10.357 9.833 10.899

211



212

RMSEA
Model RMSEA LO 90 HI 90 PCLOSE
Default model .020 .000 .057 .896
Independence model .364 .355 374 .000

AlIC
Model AIC BCC BIC CAIC
Default model 171.965 177.711 487.291 566.291
Saturated model 182.000 188.618 545.223 636.223
Independence model 4236.456 4237.402 4288.345 4301.345

ECVI
Model ECVI LO 90 HI 90 MECVI
Default model 431 426 465 445
Saturated model .456 456 456 473
Independence model 10.618 10.094 11.160 10.620

HOELTER
HOELTER HOELTER
Model
.05 .01
Default model 601 750
Independence model 10 11

Execution time summary

Minimization: .046
Miscellaneous: .569
Bootstrap: .000

Total: .615
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Groups

Group number 1 (Group number 1)

Notes for Group (Group number 1)

The model is recursive.

Sample size = 380

Result (Default model)



Minimum was achieved
Chi-square = 7.270
Degrees of freedom = 12

Probability level = .839

Group number 1 (Group number 1 - Default model)

Estimates (Group number 1 - Default model)

Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

SAT <-- EXP .784 .081 9.740 ok
LOY < SAT 404 .189 2.136 .033
LOY <-- EXP .041 .180 227 .821
EXP5 <--- EXP 1.000

EXP4 <-- EXP 1.151 .085 13.613 e
EXP3 <-- EXP .952 .071 13.401 b
EXP2 <-- EXP .924 .080 11.492 3
EXP1 <--- EXP .888 .082 10.799 i ¥
SAT1 <-- SAT 1.000

SAT2 <--- SAT 1.023 .074 13.912 o
SAT3 <--- SAT 1.130 .091 12.483 o
SAT4 <-- SAT 1.114 .059 18.896 o
SAT5 <-—-- SAT 1.105 .087 12.632 el
LOY1 <--- LOY 1.000

LOY2 <--- LOY 1.876 .692 2.709 .007
LOY3 <--- LOY 1.836 673 2727 .006
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Standardized Regression Weights: (Group number 1 - Default model)

Estimate
SAT <-- EXP .761
LOY <-- SAT 470
LOY <-- EXP .046
EXP5 <-- EXP .810
EXP4 <-- EXP 792
EXP3 <- EXP 709
EXP2 <-- EXP .827
EXP1 <-- EXP .646
SAT1 < SAT .755
SAT2 < SAT .844
SAT3 <-- SAT .825
SAT4 <-- SAT .855
SAT5 <--- SAT 912
LOY1 <--- LOY 484
LOY2 <-- LOY .921
LOY3 <-- LOY 912

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
e6 <-> e9 .052 .020 2.553 .011
ed <> eb 128 .022 5.807 o
e9 <> el12 -.061 .015 -4.050 o
el <> e8 .025 .046 .548 584
e2 <-> €9 -.047 .015 -3.044 .002
e4d <> eb .046 .018 2.624 .009
e8 <> €9 -.034 .013 -2.544 .01
e5 <-> el4 .022 .019 1.172 .241
e2 <> e4 =112 .024 -4.588 b
e2 <> el13 -.004 .032 =117 .907
e2 <-> e8 .078 .023 3.377 o
el <> e7 -.053 .039 -1.383 167
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Estimate S.E. C.R. P Label
e11 <-> EXP 181 .053 3.400 e
ed <> el -.091 .021 -4.397 e
e3 <> e8 -.014 .017 -.836 403
e9 <> el3 -.022 .015  -1.504 133
e6 <> el10 -.030 .012 -2.429 .015
e2 <> el2 .037 .034 1.099 272
e10 <> e15 .061 .025 2.429 .015
e2 <> el4 .033 .022 1.538 124
e2 <-> e7 .042 .018 2.323 .020
e10 <> el .066 .024 2.783 .005
e3 <> e9 .028 .016 1.762 .078
e10 <> el4 -.069 .020 -3.431 -l
e3 <> el0 -.053 016 -3.262 .001
e4 <> e8 -.018 .014  -1.261 .207
e7 <--> 8 .042 .020 2.102 .036
e5 <> el13 -.010 .027 -.391 .696
el <> el4 .070 .042 1.647 .099
e3 <> el4 .036 .022 1.680 .093
e5 <> e8 -.005 .017 -.296 767
e12 <> el14 -.015 .016 -.978 .328
e3 <> eb .033 .016 2.031 .042
e7 <--> 10 .003 .013 .233 .816
ed <> el3 -.004 .015 -.296 .768
e8 <> el .058 .015 3.994 e
el <> el2 -.018 015  -1.157 247
ell <> e15 .095 .036 2.639 .008
el <> eb -.057 .039  -1.461 144
e5 <> el12 .025 .027 .926 .355
e8 <-> e10 .044 .019 2.386 .017
el <> 9 -.013 .045 -.301 .763
e5 <> €9 -.029 013 -2.299 .022
el <> el10 -.037 .040 -.927 .354
e2 <> g5 -.021 019  -1.114 .265
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Estimate S.E. C.R. P Label
el <> ed -.067 .021 -3.109 .002
e4d <> b -.031 011 -2.746 .006
e10 <> e12 -.015 015  -1.021 .307
e4d <> el5 .025 .021 1.176 .240
e3 <> el5 -.015 .020 -.755 450

Correlations: (Group number 1 - Default model)

Estimate
e6 <-> €9 279
e3 <> €5 433
e9 <> el12 -.388
el <> e8 145
e2 <-> €9 -.252
e4 <-> eb .235
e8 <-> €9 -.206
e5 <> el4 .106
e2 <> e4 -.675
e2 <> el13 -.019
e2 <> e8 .370
el <> e7 -.369
el1 <> EXP 494
e4d <> el -.395
e3 <> e8 -.061
e9 <> e13 -.144
e6 <> e10 -.126
e2 <> el12 .186
e10 <> e15 .302
e2 <-> el4 .188
e2 <> e7 .239
e10 <> el .206
e3 <> ¢e9 .142
e10 <> el14 -.393
e3 <> €10 -.214
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Estimate
e4d <> e8 -.119
e7 <> e8 .263
e5 <-> el13 -.046
el <> el4 484
e3 <-> el4 192
e5 <-> e8 -.020
e12 <> el4 -.101
e3 <> €6 .130
e7 <-> e10 .017
e4d <> el13 -.032
e8 <> el .200
el <> el12 -.108
el1 <> elb .340
el <-> €6 -.296
e5 <> el12 107
e8 <> €10
el <> e9 -.090
e5 <> e9 -.132
el <-> el0 -.194
e2 <-> eb -.076
el <> e4 -493
ed <--> eb -.187
e10 <> e12 -.077
e4 <> el15 A74
e3 <> e15 -.068

Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
EXP .298 .035 8.516 o
el14 134 .030 4.529 o
el15 175 129 1.359 74
e .156 .020 7.750 o
e2 .235 .029 8.139 o
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Estimate S.E. C.R. P Label
e3 .267 .024 11.148 o
ed 118 .029 4.082 o
e5 .328 .032 10.336 o
eb 239 .026 9.330 o
e7 134 .018 7.519 o
e8 190 .031 6.208 ox
e9 145 .022 6.705 ox
e10 231 .028 8.267 o
el 448 122 3.673 o
el12 170 .024 7.165 o
el3 159 .023 6.943 5

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
SAT 578
LOY .256
LOY3 .833
LOY2 .825
LOY1 .553
SAT5 .503
SAT4 731
SAT3 .681
SAT2 712
SAT1 570
EXP1 417
EXP2 .684
EXP3 .503
EXP4 .627
EXP5 .656
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Model Fit Summary

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 79 7.270 12 .839 .606
Saturated model 91 .000 0
Independence model 13 3900.048 78 .000 50.001
RMR, GFI
Model RMR GFlI AGFI PGFI
Default model .008 .997 977 131
Saturated model .000 1.000
Independence model 297 .235 107 .201
Baseline Comparisons
NFI RFI IFI TLI
Model CFlI
Delta1 rho1 Delta2 rho2
Default model .998 .988 1.001 1.008 1.000
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000
Parsimony-Adjusted Measures
Model PRATIO PNFI PCFI
Default model .154 .154 .154
Saturated model .000 .000 .000
Independence model 1.000 .000 .000
NCP
Model NCP LO 90 HI 90
Default model .000 .000 4.258
Saturated model .000 .000 .000
Independence model 3822.048 3621.189 4030.176
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FMIN
Model FMIN FO LO 90 HI 90
Default model .019 .000 .000 .01
Saturated model .000 .000 .000 .000
Independence model 10.290 10.085 9.555 10.634

RMSEA
Model RMSEA LO 90 HI 90 PCLOSE
Default model .000 .000 .031 .994
Independence model .360 .350 .369 .000

AlIC
Model AlC BCC BIC CAIC
Default model 165.270 171.331 476.544 555.544
Saturated model 182.000 188.981 540.556 631.556
Independence model 3926.048 3927.045 3977.270 3990.270

ECVI
Model ECVI LO 90 HI 90 MECVI
Default model 436 449 460 452
Saturated model 480 480 480 499
Independence model 10.359 9.829 10.908 10.362

HOELTER
HOELTER HOELTER
Model
.05 .01
Default model 1097 1367
Independence model 10 11




Execution time summary

Minimization:
Miscellaneous:
Bootstrap:

Total:

.030
.649
.000
.679
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