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COMPUTE Corporate Img=MEAN (VAR00023,VAR00024,VAR00025,VAR00026,VAR00027) .
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N Minimum Maximum Mean Std. Deviation
Quality_Service 384 1.00 5.00 2.9769 .95170
Corporate_Img 384 1.00 5.00 2.7620 .99256
Price 384 1.00 7.00 3.5508 1.76676
Valid N (listwise) 384
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N Minimum Maximum Mean Std. Deviation
Quality_Tangible 384 1.00 5.00 2.7187 .89183
Quality_Dependence 384 1.00 5.00 2.9953 1.10128
Quality_Response 384 1.00 5.00 2.9974 1.11745
Quality_Assurance 384 1.00 5.00 3.1673 1.07039
Quality_Empathy 384 1.00 5.00 2.9964 1.03560
rdiall apkhl) a5 gl

s A gia i G yrdall o) J 68l LSy 2.0+ Jlaall Gana @ilS @ puritall mhaliil) o of s
L sile Canal Gl o) i) a8 o Cus L)l | (George & Mallery (2012) 5 (2017) s s suadll)
Jenall 138 (pana S Aigall ) e i Of Cams L ((2017) 032 55 ) 1.0+ dlaall 2 )8 585
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Linll mhaliill 5 ¢ 531Y) 2 s -4 Jpaa
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ANOVA ;s Independent samples t-test ldas Led axiinl g Aualual) <l jpaiall ga aslaill

sdaadl) B ga Jalay Guiad) A8Me
S g Cppiall (A e Cildass siall CilS S8 dndependent samples t-test Jalail
(e Gl S G Ailiaa] AVY 3 (38 dsag a2 o Jy e (t(69.263)= -1.7; p >0.05)

Y B3 s o agiEl) sa Cua

Group Statistics

Gender N Mean Std. Deviation | Std. Error Mean
Quality_Service B 337 2.9512 97404 .05306
s 47 3.1615 .75591 .11026

Independent Samples Test

Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
) Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference | Difference Lower Upper
Quality_Service Equal
variances 5.369 .021 | -1.421 382 .156 -.21034 14799 -.50131 .08063
assumed
Equal
variances
not -1.719 | 69.263 .090 -.21034 12236 -.45443 .03376
assumed
s ad) Jalay (udal) 435

<l a8 cindependent samples t-test Jalad (a5 mull dale e puinll il ollia Jaadl A
5 058 G Ailaal AN 53 G aa s Y ol ¢ (4(382)= -.869; p>0.05) iS5 4 e il sial
Y5 ) SA o sie G das G Ol Jas gl padl e agi] s Cua (e CIY)
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Group Statistics

Gender N Mean Std. Deviation | Std. Error Mean
Price | _S3 337 3.5215 1.77189 .09652
il 47 3.7606 1.73359 .25287
Independent Samples Test
Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
. Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference | Difference Lower Upper
Price Equal
variances 217 .642 -.869 382 .385 -.23912 .27518 -.78018 .30193
assumed
Equal
variances -.883 | 60.206 .380 -.23912 .27066 | -.78050 .30225
not assumed

Group Statistics

1S Al a3 B ) gually (uind) ABNS
3 «jndependent samples t-test Jalad (335 AS AN Al 5 ) peall e Guiall 5l dllia Baady o
o Aailean) A3 3 58 aa s ¥ sl ¢ (1(382)= -.876; p>0.05) <l s i e ilau i) calS
AS A Al 3 ) gall Eis e LY g <A

Gender N Mean Std. Deviation | Std. Error Mean
Corporate_Img N3 337 2.7454 1.00859 .05494
il 47 2.8809 .86944 .12682

Independent Samples Test

Levene's Test
for Equality of

Variances t-test for Equality of Means
95% Confidence
Interval of the
) Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference | Difference Lower Upper
Corporate_Img  Equal
variances 2.943 | .087 | -.876 382 .381 -.13545 15459 | -.43941 .16851
assumed
Equal
Va;'ances -.980 | 64.575 331 -.13545 13821 | -.41151 .14061
no
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assumed

Group Statistics

1053 sl padal) A
s jndependent samples t-test Jisd 5as «osa3ll sbiay o Guiall Cadlialy i el aady A
O Ailan) AV 53 38 Y sf ¢ (1(382)= -.776; p>0.05) il 5 Tan 4y jliie Cllaws sidl) il

el da o dua (e KLY S

Gender N Mean Std. Deviation | Std. Error Mean
Satisfaction S 337 3.1029 1.19936 .06533
bl 47 3.2482 1.22862 17921
Independent Samples Test
Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
. Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference | Difference Lower Upper
Satisfaction Equal
variances .016 901 - 776 382 .438 -.14536 .18730 -.51363 22291
assumed
Equal
‘r’]‘z;'a”ces -.762 | 58.897 449 | -.14536 19075 | -.52706 | .23635
assumed

Group Statistics

sl 63 2 uial) didte
Ok independent samples test dalas i s il ¥ 5 Ao Guiall 5l ol @llia Taadl o Laaf
S55ad wbe s Cam (e Cpmsiall (s Al AN 53 G5 aa s Y o (1(382) = 0,125, p > 0.05)

Gender N Mean Std. Deviation | Std. Error Mean
Loyalty _S3 337 2.9787 1.09892 .05986
s 47 2.9574 1.06575 .15546
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Independent Samples Test

Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
) Difference
Sig. (2- Mean Std. Error
F Sig. t df tailed) Difference | Difference Lower Upper
Loyalty Equal
variances .344 .558 125 382 .901 .02129 .17049 -.31394 .35651
assumed
Equal
variances .128 | 60.471 .899 .02129 .16658 -.31188 .35445
not assumed

1daddd) 3 g3 (aulall (5 gleaal) ABDle

cobail) s sl Jalal basi daadl) 3 g il gia (A sina (358 255 i ANOVA L) o) jaly
<ilSy «Sig (.906) > 0.05¢ssbuia LB e ganall cplall uilad Jayd o il JLisl) el
On Aasine (398 a5 (gl s giall (g sl AL aaall A 3 (iad ) LiSey Wil iy Lae (p<0.05)
AN J ghaadl ek LS cillans gial)

Descriptive
Quality Service
N Mean Std. Deviation Std. Error Minimum Maximum
Jdiley 5 520 57 3.5375 .94897 .12569 1.09 5.00
daals 5l e 207 2.9062 .93153 .06475 1.00 5.00
Sle aas 120 2.8326 .89939 .08210 1.00 4.73
Total 384 2.9769 .95170 .04857 1.00 5.00

Test of Homogeneity of Variances

Quality Service

Levene Statistic dfl df2 Sig.
.099 2 381 .906
ANOVA
Quality Service
Sum of Squares df Mean Square F Sig.
Between Groups 21.445 2 10.723 12.553 .000
Within Groups 325.447 381 .854
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Total 346.893 383
3 60
3.40
o
2
2
o
9
g
5 320
o
Y
)
c
I
L1}
=
3.00
2 80
n.s:“-‘ldems ’N:%"’-“‘% e e
Education

Descriptives

Corporate_Img

1A Al Aiad 3 pually anlaill (5 glisal) ABDle
bl Tt A8 2l a2 3 guaal) ildans s (s A gine (358 2935 (it ANOVA Uil o) el La
JSall g Jsaadl 8 LS 4S5l 4l 5 ) all & o) o cardeill (5 sinall S aa g (gl catlail) (5 siuna

N Mean Std. Deviation Std. Error Minimum Maximum
ey 555 57 3.3333 .95494 .12648 1.00 5.00
L PIENI PPN 207 2.7063 .96437 .06703 1.00 5.00
e adas 120 2.5867 .96901 .08846 1.00 5.00
Total 384 2.7620 .99256 .05065 1.00 5.00

Test of Homogeneity of Variances

Corporate _Img

Levene Statistic

dfl

df2

Sig.

.017

381

.983
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ANOVA

Corporate_lmg

Sum of Squares df Mean Square F Sig.
Between Groups 22.938 2 11.469 12.330 .000
Within Groups 354.387 381 .930
Total 377.325 383
3.404
3.209
o
E
|
% 3.005
o
o
]
5]
Y
E 2.80
L]
=
2,604
2.407
Lsy'-‘ldeah’: g 5I Laals ﬁ.*"ﬂlu-“-f'
Education
s el anladl) o glhasall e

Slo alaill (5 siall Sl an gy (ol adedll (5 siane Jalad T el Cildans i (s Ay sine (3358 253 5 (pa
) Sl s Jsaall LS el

Descriptive
Price
N Mean Std. Deviation Std. Error Minimum Maximum
Jiley 5 50 57 4.1272 1.65368 .21903 1.00 7.00
Anals 5l 2gxa 207 3.4300 1.78313 .12394 1.00 7.00
e ales 120 3.4854 1.75114 .15986 1.00 7.00
Total 384 3.5508 1.76676 .09016 1.00 7.00

Test of Homogeneity of Variances

Price

Levene Statistic dfl df2 Sig.

1.030 2 381 .358
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ANOVA

Price
Sum of Squares df Mean Square F Sig.
Between Groups 22.473 2 11.237 3.650 .027
Within Groups 1173.037 381 3.079
Total 1195.510 383
4207
4.004
8
£
'S 380
]
[T}
=
3607
3407
Uyﬁldeahs g 3% Laal= P.*EI.HLD
Education

1089 99 053 sl (Aalay (pasladll (g giunal) ABD

Jalaill Aty CulS oY gl g Lia )l ale g oaalail) (g siunall G bl Quilas Jadas o) jal) (sl
el ) g g Galll Jaa bas (p< 0.05) Sle ganall G bl ikt axe e J5 | evene

Ll
Test of Homogeneity of Variances
Satisfaction
Levene Statistic dfl df2 Sig.
4.480 2 381
Test of Homogeneity of Variances
Loyalty
Levene Statistic dfl df2 Sig.
4,166 2 381 .
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il Gl yasd - 3

daenll Ly 3 L sina Ladill 83 5a i 1H] daua il

Jaanll Lia ) 3 L gina Laxill B3 555 Y tadall A i
Ho: p1=0

Hi: B1#0 ALl A )

dus (d:\.ad\ 1..4_)) @Lﬂ\ il Gl pzd CJ":J Dlaasy) CJ_,A.! e\d&ﬁu\ L) J ANOVA lsal _)\...n\

F(1,382) = 243.381 ; sig < 0.001 nCails
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 215.458 1 215.458 243.381 .000"
Residual 338.174 382 .885
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Quality_Service

tst LS laaay) &Bllas Coefficients s> el s

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 775 .158 4.906 .000
Quality Service .788 .051 .624 15.601 .000

a. Dependent Variable: Satisfaction

P-value (000) < a (.001) = &axal) 83 sa Jiieal) yaiall Llall lani¥) Jabaal Jual) dalae fa o Las g

ol ol Al g il J 58 5 paal) b imb 5 Al tie Liad

HO 53 a5l e BT 5 ol el L Lo Ll s Line 5 2l 53

tot WS lasi¥) Aalaa () 4S5
Satisfaction =.775 + .788 * (Quality of Service)

Y788 ey 52 3l Ly (5ol (M sas ban) g san ey Aeadll 53 g by o
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b axil) (0 9438.9 7 i deadd) 3252 () 51 ¢0.389 s sl R? ) it <Model Summary Jsa (s
0500 Lia )5 deadll 3asa cpmiall G 588 Bl ) Jaae Jsandl elal LS 503l Lia ) juicia a8
2624 Ay

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .624° .389 .388 .94089

a. Predictors: (Constant), Quality_Service

Al Ko s deadlly & sy Wil Jueall of Layll e daadll 3aga peaial il s o Caalll) afiay

o Gl ()l 458 5 ae Aladl ) ol Aadiall Aaddll (5 siue galaty Ladind clgl 30 sall (5 gina (o B o5

Sle daadll asa 585 Sy 5 (Hoe and Mansori, 2017) 5 (2006 ¢« _») L ey 3 L)) Al
.(Cronin and Tylor, 1992) Jseall sla ) Gl

dSr»'aﬂCompute dadadll (5o yha e de Hall Ol il Oladaly aalil) (-;13 dae il Gl il LAY
&ML@.\M&\Q\M\L}Q}Z\:\MJ&

COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

COMPUTE

EXECUTE.

Quality Tangible=Mean (VAR0O0001,VAR00002,VAR0O0003,VAR00004) .

Quality Dependence=Mean (VAR00005,VAR00006,VARO0007,VARO0008, VAROO009) .

Quality Response=Mean (VAR00010,VAR00011,VAR00012,VAR00013) .

Quality Assurance=Mean (VAR00014,VAR00015,VAR00016,VAROOO017) .

Quality Empathy=Mean (VAR00018,VAR00019,VAR00020,VAR00021,VAR00022) .

33 gall dae Hall Cilysa 4l
idrenll Lia ) 3 L gine gl i tH1-1

Jaanll Ui (8 T gine dpns galall 353 Y caaall A i
Ho: p1=0

Hy: B1#0

Al 4yl

Eun (pend) Lin ) il i) Gl i = 50 jlasiV) 3 sai aladid 401S4) ) ANOVA JbLisal Ll

F(1,382) = 131.719 ; sig < 0.001
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ANOVA?

Model Sum of Squares df Mean Square F Sig.

1 Regression 141.953 1 141.953 131.719 .000"
Residual 411.679 382 1.078
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Quality_Tangible
rel WS syl cilelaa Coefficients Jsas ekl s

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.265 .170 7.432 .000
Quality Tangible .683 .059 .506 11.477 .000

a. Dependent Variable: Satisfaction

P-value (.000) < a (.001) = s salall Jiieual iiall Jadll jlaai¥) Jabaal Jaall Falas a (f Lass
ALl A ) g g a2all g (md el i LiSad

H1-1 A ) il o g 530 Ly e Ul 5 Lgina 58 ds slall o

tot WSl dlalaa (585

Satisfaction = 1.265 + .683 * (Tangible of service)

9683 ey 51 Liay 8305 ) (525 Ban) 5 Ban 5 oy deddll da gala 33 5 Of g

e %25.6 ¢ deadll dpssale o) 1 €0.256 sl R? Of s <Model Summary Jsis e
Laadll A sale Gpuiall G das s Bl Jare sl Hedal LS a3l Liay jusie a8 ) sl
9050.6 Ay 525 a5

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .506% .256 .254 1.03812

a. Predictors: (Constant), Quality_Tangible
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Q%u}\g\fwcw\écJ}uﬁw@)ahaj\és@jdd\)ﬁ\ﬁmu\&;u\gfj
edaa 3y ghatall il jaeadtll cchl jludl (8 ga Jie Ae2AT) 2 g e AalAl) daadd) S jel 43 )b ) 2ie A gala
Al gl s Clae Y (e le 55 38a3 ) ) 5aY) (e la e 5wl ) e Galll s W) aglaladt (ila gal)

Ganel) 530 L (35 8 Lo 5595 Lol ) i) i)y s iy Resl 330

Jaenll Ua y 3 1 gima Aalaic VI %8 1H1-2

aandl Ly A L sime Balaie V) 558 Y canel) dus
Ho: 61:0

Cun (330 L)) @l il Sl i Sl sV 3 sad pladid 1K) ) ANOVA Lia) Ll

F(1,382) = 200.972 ; sig < 0.001 UL
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 190.857 1 190.857 200.972 .000°
Residual 362.774 382 .950
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Quality_Dependence

tot WSl &3llas Coefficients J s el g

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 1.201 144 8.322 .000
Quality Dependence .641 .045 .587 14.176 .000

a. Dependent Variable: Satisfaction

P-value (.000) < a (.001) = dlaicy) Jeiuall juaiell Jadll jlasi¥) Jalaal Juall dalze 408 Ol L
ALpad) A i) J 5 el i S i LS

H1-2 ) &5 el g o030 Ly e sl 5 U gina i dalaie V) o
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b LS lasil Alslaa () 5S35

Satisfaction = 1.201 + .641 * (Dependence)

Y6641 ey 523 Liay (83305 () (a5 basl y3as 5l Aalaie W1 300 o 6l

sl e %34.5 7 i dgalaieY) of sl 0.345 s sbas R? Ol s <Model Summary Jses (s
Ly O 53 3l Ly s Apalie V) G il (g Jans g Jalii ) Jaze Jsaad) el LeS (53l Lia ) puriia a8 &
.%58.7

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .587% .345 .343 .97451

a. Predictors: (Constant), Quality_Dependence

Jaandl oy Ladie dua (Jpandl Lia ) (338a3 8 age 50 dpalaic DU () ) e dagiil) o2a () Caall) siiay
J}‘}A e‘).d\utaé.iw 4.§.J.\ L@.A.IJSS é) dSL.M }\ Cile Uagy) O 4.§)3)AJ o‘)S:\-nM QL\J)JJY‘ 402 ui
el ol Loa )l Cpe s Cnns Laian G118 4y aa))

el La ) 3 L gina laall Si%s:H1-3

Jaand) Uia y 3 Ly gine Glasall S5 Y cadell dpia 5
Ho: [3120

G (050 La ) il yuriiall <l s 2 il Hlasi¥) 23 sad aladial 431S0) I ANOVA sl L

F(1,382) = 196.641 ; sig < 0.001 rils
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 188.142 1 188.142 196.641 .000"
Residual 365.490 382 .957
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Quality_Assurance
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rol WS syl clelae Coefficients Jsas el s

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.047 .156 6.706 .000
Quality Assurance .655 .047 .583 14.023 .000

a. Dependent Variable: Satisfaction

P-value (.000) < a (.001) = Jlasall Jituall jpaiall adll jlasi¥) Jebeal Jaall dales e o Loy g
ALl A 3l J o g adell dpia )8 () clld 2ie LiSad

H1-3 ) i i g ey o3l Ly e Lol 5 sina i glaall o 6

ol LS sy Alaae S

Satisfaction = 1.047 + .655 * (Assurance)

965.5 ey g Ly B33k Al g2 Banl g sas s ey Glacall 33 Of 6

a2 il e %34 7ok gleall (610,34 (s 5k R? O s «Model Summary Jsas (s
658.3 Aamsy 52 3 L5 Glaniall (i puaiall G Jas L)) Jans Jsanl Jelal LS ¢y 301 La ) e

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .583% .340 .338 .97815

a. Predictors: (Constant), Quality_Assurance
daaall o e Sy 8 5 Ladie Jaandl (s (Ll Lm0 e (laall 5500) daill oda alil) Jley
O daa Cpilh gall Jalad YA (e sl (8 505 0 630 IS 2) g A2 39 e JiB (e A panian 4] dadial)
438 Lae dusay gaiy () 585 38 5 3 pura g dalaia il ja) Gania g s ) e Sy o) S g aililla 405 (35 )k

olay sy o W) Y lld )l daadlly gLl (e
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Jaan) Wiy 3 L gime BaiaV) %3 1 H1-4

Jaenll Lia 5 (3 1y i Tai¥) 553 Y spoell Ay b

Ho: Blz 0
H1: [31#0

AL G 4l

Can (050 L) il yuaiiall <l i 2 il 5lasi¥) 23 e aladiad 46180) ) ANOVA sl L

F(1,382) = 190.914 ; sig < 0.001

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 184.489 1 184.489 190.914 .000"
Residual 369.143 382 .966
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Quality Response

il

rel WS laas¥) cdlelaa Coefficients Jsaa ekl s

Coefficients®

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.259 144 8.757 .000
Quality Response .621 .045 577 13.817 .000

a. Dependent Variable: Satisfaction

P-value (.000) < a (.001) = Aaiu¥) Jiiuall juaiall dadll lasi¥) Jalaal Jaall dalas dad of Las s
Aboll dpm jall J 58 5 panll dia j8 (ad ) ) 2ie LS

H1-4 <l o3 @lldyg ool Ly e Llan) s Lisina S35 aia¥) of

tet LSl dalaa (5SS

Satisfaction = 1.259 + .621 * (Response)

9662.1 ey 53 0 Liay 383k ) oo Bas) s Bas g latey Llaina¥) 33L  of 6
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8 ) e 94333 7 Alaiul) of sl €0.333 (s sttt R? Of it <Model Summary Jsaas (s
Ay (9230 L5 stV g el G Jas Tl ) Jame Jsaal) Jelal LS s il Liay ke o
%57.7

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 577% .333 .331 .98303

a. Predictors: (Constant), Quality_Response

L yg b yual 3y e ol S5 5 VLAl o Jaandl cOlillad Aadalll 55 e ik g Aol Gf Canl) iy
5yt CilS LalS § Jpandl 1a0Al Lia 3l (e o 58 B () 20 Y @l (08 5ac Lisal) agaiill (il gall (e danial
ST Ly e 3815 LSl laina)

Jaeall La y 31 gt calalaill ji%1:H1-5

Jaanll Ly 3 1y gima Calalatll i Y canell duia
Ho: [3120

Ein (0500 L) il kel ol yuas 580 HIaniV) =3 gad aladind 48] ) ANOVA ksl L

F(1,382) = 182.813 ; sig < 0.001 JUEELN
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 179.194 1 179.194 182.813 .000"
Residual 374.437 382 .980
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Quality Empathy

35



rol WS syl clelae Coefficients Jsas el s

Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.142 .155 7.372 .000
Quality Empathy .660 .049 .569 13.521 .000

a. Dependent Variable: Satisfaction

P-value (.000) < a (.001) = <ahalaill Jiiwall juiall dadll jlassVl Jaleal Joall dalee dad f Loy g
ALl dpia 8l J 58 5 paall dia B (md ) SllD die LS

H1-5 <l i g o3l Ly e Lol 5 Lsina iy el o

tet LSl Aalaa (5SS
Satisfaction = 1.142 + .660 * (Empathy)

%66 ey sl Liay A530 ) ) o sas) s a5 latey Cakaladll L o Lﬁi

&l e 94324 7 oy Cabaladll Gl 51 €0.324 s s R? O it «Model Summary Jsis (e
s (0l Lmy g labadl) oy piial) G dans s ol ) Jame Jgaall Hedal WS g0 l) Lia ) yuriia o

9%56.9
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .569% .324 .322 .99005

a. Predictors: (Constant), Quality Empathy

sibisa sl eDlenl) dadk Lok g0 Lm pnd g Aaddl) 25 e ik pe Calalad G ) iy Gl () Caall) Sy
rand) [ sndi Ao Ulaol Gty () V) Y agrae aglial 55 oLl Cal<U alaia V) agaia s ¢l 3 g 3l ac )
Ly
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Jaandl Uza y 31 gima Jalall Jaaadl iy 1H2 i jall
Jaanll Ly 8 Lsina pudl i Y taaal) dpum 8
Ho:ﬂlzo

Hi: B #0 Adiad) A )

G (daandl Lia ) il jusiall <l yuad = 81 lasiV) 23 g aladiin) 43S0) ) ANOVA JLiia) LSl

F(1,382) = 210.359 ; sig < 0.001 :ulS
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 196.606 1 196.606 210.359 .000°
Residual 357.026 382 .935
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Price

tot WSl &3llas Coefficients J s el g

Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.681 111 15.160 .000
Price 406 .028 .596 14.504 .000

a. Dependent Variable: Satisfaction

P-value (.000) < a (.001) = ) JEisall jiall JJadld) jlass¥) Jeleal Jrall dales da (o Loy g
Aol dpn Al J 5 g anell dia ji (b ) clld e LS

H2 A il Ll 23 Gl 5 Jpanll L Sl Uil s Lgina i ol (O g5l

tet WS ol dalaa (5SS
Satisfaction = 1.681 + .406 * (Price)

%40.6 ey Jaanll Liay 3304 ) ) oo Bas) s 3an g jlaiay el 334 ) o
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a0 il (e 9635.5 &y el Ol 51 €0.355 (5 sk R? () i «Model Summary Jsa (4
9659.6 danis () 53 3 Liay s el yuital) G Jans g ol ) Jane J sl jedal LS (g 50 30 Lia i

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .596° .355 .353 .96676

a. Predictors: (Constant), Price

Cinveal dadd L 58 < SV Aeady Galdl) el G ) pdi A jall eda Lid) A o Caalal) aiay
Lo o8] dleaniall adliall 5 ¢y 52 30 Al ) 5 508 Lad g (piind e ooy ) amg LS ol 5 4 5 puim
el o L @lld (6K Ll ol Lmidin el (6 Ladie Gl (), Bgas cLl 3o cAadd) dndy
(2017 ety Jaanl)

Jrand) Ly 8 1 sima 4S il 43a 21 5 uall S35 1H3 da il
Jeandl Ly 4 1 sine A0l 201 5 ) ol i3 Y el dpa 8
Ho! |31:0

Eu (Jpend) Lin ) il i) Gl a5 5asiV1 3 e pladiind 41Sa) ) ANOVA sl L

F(1,382) = 291.290 ; sig < 0.001 :ils
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 239.521 1 239.521| 291.290 .000°
Residual 314.110 382 .822
Total 553.632 383

a. Dependent Variable: Satisfaction

b. Predictors: (Constant), Corporate_Img

ol LS laniy) cdlalas Coefficients Jsas ekl s
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Coefficients?®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .920 137 6.717 .000
Corporate Img 797 .047 .658 17.067 .000

a. Dependent Variable: Satisfaction

4adl) s ) seall Jiiwall el Jadll jlasiV) Jaleal Jaall dalee 4a () Loy g
bl dua (8l J g g aall dpia i (i ) D die WiSad Povalue (.000) < a (.001) =

H3 A 3l il o3 @l g Jranll Ly o a5 Lisina i A58l a5 ) gl G g

tot WSl dalaa (5SS

Satisfaction = .920 + .797 * (Corporate Image)

279.7 ey a3l Liay G333k ) ) oo saal g 3as g laiey 4adll 5 ) geall 33l 5 O

e Y% 43.3 7 Al 3 sall o @l 0433 sk R? Ol s <Model Summary Jsis (e
Al 5 geall cpouial) G 8 Bl Jame Jsaall elal LS Gadll Liay i ad 4 <l il
065.8 Aty ) 52 3 Ly 5 4S il

cax gall 3V (il gl el e Ak gl W peaieg Aliaie 408300 45 ) gumy 35 all alaialy 43 Caalill Siey
alaa Lusal A8LaYU day pall 451 jia g daddll 3 g 3all Al 5 ol jls Ay sl 40l gl 5 pracal sl dedad) 25 30 e
il gall b (yda gl olad A ) Lgiaba s Belial) Lol g Jin Alalall Lo jeainy Alicia s cdulag) Lelaiay)
Jaanl) Ly i 8 Lians (0 5S5 lId JS elgilal il 5 gl posd als (ge Ll 5 S &) i o3laall
(Tuetal, 2012) s (Kandampully and Hu, 2007) 2.5 <l 13 ola3

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .658° 433 431 .90680

a. Predictors: (Constant), Corporate_Img
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Ayl Y 5 4 L sina Jranll Lia )y i 1HA daa il

A il Ay 5 A Ly gima Jaesll Liny i Y spaal) dpiia 5d
Ho: Bl =0

Hi: B #0 Adiad) A )

Can (050 Y 5) i) aaiall Sl i = 58 SlaaiV) 23 gai aladial d01Sa) ) ANOVA Jlial Ll

F(1,382) =1169.828 : sig < 0.001 as e Foded cuils

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 345.282 1 345.282 1169.828 .000"
Residual 112.750 382 .295
Total 458.031 383

a. Dependent Variable: Loyalty

b. Predictors: (Constant), Satisfaction

rel WS syl cdlelae Coefficients Jsas ekl s

Coefficients®

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .512 .077 6.627 .000
Satisfaction .790 .023 .868 34.203 .000

a. Dependent Variable: Loyalty

P-value (.000) < a (.001) = o230 Ly Jiiaal) uaiall Jasl jlani¥) Jabaad Jiall ales da of Las s
Alial) il J g g ada) A imd ;s i LiSash

H4 Zsa i) il o5 g 5 38 il a5 A Lol s Lgina i 53l el o

tet LSl dalaa (5SS

Loyalty = .512 +.790 * (Satisfaction)

Y679 Ay S AU (503l eV 5 8830 ) 2% Banl i s Jlaiey (g5 i) elia 33l of
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b yaxil) (10 % 75.4 7 s 0538 Ly o 6l €0.754 (s bt R? () s <Model Summary Jsas (s
A8 il o6 Y 55 003l Limy cpiall (g Tam (5 68 Jal ) Jams Jsandl edal L (s 1) 6Y 5 uiie 28 8

%86.8 Ay

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .868° .754 .753 .54328

a. Predictors: (Constant), Satisfaction

il 55 lala 3dai e oy Jreall Ly a3 Asadl U i 13 JLEaY) dags of Caalil) (s

Lo G e Wl e g i Y1 Aadd 30 g JSS Aaddll (g agilad 8 38t yie @lld il o g all duilly

sl a3 b L (sS Lial (3indy Lasic s canlin s qially @i &bl Ui e 050

(2017 cygall) eSaalls Llita¥l 5

el

Kenny e Talaie) daalid) ol (s Jaw i ol S Jaw g8) 4ia )0 Ol e 4eae 5l Jan g 0 m g LY
JS awia Jlaad) Hlidl ¢ jal é..g)l_-a oe A sl Q\)ﬁﬂd\ O Jaand) La) Lo o1 by (2016)
Process for (s_Ske) 8lal aladiuly Haldl e 5 pSLadl SV Al Clusy Qi Jas o Jiiie yuia

Al Y aleall 5 45 Hlasll 385 . SPSS Version 3

Jiiall il X

S C Al il Y

bl Y1 e

(e sill) Jilee il 5Y):ab

S+ (el Y = (0) AU A
Lusill ke i (ab) e

X - >

. \
X 2 >y
Total effect = direct effect + indirect effect (amount of mediation)

C=c¢"+ab

41




dAA’J\C«YJJaAAAJ‘EJPuAJLAM‘LAJLM}SuM -1
Jranll el (e g Jaaad) e 59 402ad) 83 52 (1 W (P-value < .001) L)) d8dle 4 sl daiill il
:‘JSUS\%JA\SLMJSMjL’AJS\M&}bﬂaﬁﬁdﬂﬁngﬁb_}

eV oIl Laaill 53 ga ANl Juanll Lis ;) yiio oo i -&

0.538 = Jsexdl ¢¥ 554023l 33 (0 (indirect effect) Jaendl slica yl Lo sill Hlaia (S 4
0.215 = Jxeall ¥ 5 e daadd) 33 52 (direct effect) Llade OIS Lain

Run MATRIX procedure:
KrRF AKX KKK xx kA xxk PROCESS Procedure for SPSS Version 3.00 *xxkxxkkxxdkkxxkix

Written by Andrew F. Hayes, Ph.D. www.afhayes.com
Documentation available in Hayes (2018). www.guilford.com/p/hayes3

KA AR AR AR A A A A A AR A A A A A A AR A A A A A A AR AR A AR A AR AR A AR A AR AR A AR A AR AR AR A A A A AR A Ak Ak Ak h K

Model : 4
Y : Loyalty
X : Quality
M : Satisfac

Sample

Size: 384

hhkhkhkhkhk kA hhkdhhkrhkhkhhhkhk kA hhkhkhhkrhkhkhhhkhkhk bk hhkhkhhkrhhkrhhkhkhhkhkhkhkhhkrhkhkrhhkrkhhkrhkhkhhkxhkxk

OUTCOME VARIABLE:
Satisfac

Model Summary

R R-sqg MSE F dfl df2 o)
. 6238 .3892 .8853 243.3810 1.0000 382.0000 .0000
Model
coeff se t o) LLCI ULCI
constant L7745 L1579 4.9063 .0000 L4641 1.0849
Quality .7881 .0505 15.6007 .0000 .6888 .8874
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R R I b S b I S I S db I S b S b b b S Sb b S b b S b S db  Sh b b Sh R b Sb b Sb 2b b 2b b 2 Sb I S db I b S b b Sb S b b Sh db S dh b S 2b I 2h b i 3 3

OUTCOME VARIABLE:
Loyalty

Model Summary

R R-sqg MSE F dfl df2 P
.8805 L7753 L2701 657.2919 2.0000 381.0000 .0000
Model
coeff se t P LLCI ULCI
constant .2024 .0899 2.2511 .0249 .0256 .3792
Quality .2154 .0357 6.0322 .0000 .1452 .2856
Satisfac .6834 .0283 24.1790 .0000 .6278 .7389

KAk kA khkhkkhkhkkkkkkkkkk DIRECT AND INDIRECT EFFECTS OF X ON Y Ak khkhkkhkkkhkhkkhkkxkkkkx
Direct effect of X on Y
Effect se t P LLCI ULCI
.2154 .0357 6.0322 .0000 .1452 .2856
Indirect effect(s) of X on Y:

Effect BootSE BootLLCI BootULCI
Satisfac .5386 .0456 .4519 .6314

R R R IR IR R I b b b b b b b b b b 2b 2 2 3 2 4 ANALYSIS NOTES AND ERRORS AAAA A A AR AR A A AR A A XA A XA KA KKKk
Level of confidence for all confidence intervals in output: 95.0000
Number of bootstrap samples for percentile bootstrap confidence intervals:5000

NOTE: Variables names longer than eight characters can produce incorrect output.
Shorter variable names are recommended.

Ll Y e Carazall M gan ST Ad oY il dandl) 50 ga A8 L ) Jaw i of ) Sl i
35S Al g el sea Las Ll s 4aaddl 33 5a (g Lo Bk o) A8Mal) vy ) 6<0 138 5 e o)) e 33 5all
.(Mosahab et al,2010) &Y sl Gaind 8 Jasus sll o) gl £axal) 52 g A e ¥ 5l Ll (3385 e

O las Lalls ped) G Le lasal A83e 2 ea o3 (P-value < .001) LlasdV) A8dle 4, gina dagiil) CuilS
:ggtﬂ\g;m;.LLiSlauJﬁ(Jﬁg}iaéyiLdaJﬂ J&iLd‘éjjg.imxjk &Y sl g Lia )
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0.290
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- W
e O
< o

eVl ] A8Med Jianl) Ly Lans 57 -9
Dl S i 0.290 = Jaandl &Y 55 yaudl G (indirect effect) Jaaadl Lia )l dass 6ill lads (IS
.0.083 = Jaaall e¥ 5 Ao =l (direct effect)

Run MATRIX procedure:
KEKXxRx KK KK KAk AKX PROCESS Procedure for SPSS Version 3.00 xxxxkkdkdkddtxxxrrx

Ph.D.
(2018) .

Written by Andrew F. Hayes,
Documentation available in Hayes

www.afhayes.com
www.guilford.com/p/hayes3

hhkhkhkhkhkhkhkhhk Ak hhkhhhkrhhkhkhhkhhkhkhhkdkhkhkrhhkhkhhkhhkhkhhkhkhk kv hhkhkhhkrhkhkhhkhkhkhkrhkkrhhkrkhkhkhkhxkxk

Model 4
Y Loyalty
X Price
M Satisfac
Sample
Size: 384

hhkhkhkhkhk kA hhk A hhkrhhkhhhkhk kA hhkhkhhkrhkhkhhkhkhkhkhkhhkhkhhkrhkhkhhhkhkhkhkhhkhkhhkrhkhkrhhkhkhhkrkhkhkhkxhkxk

OUTCOME VARIABLE:
Satisfac

Model Summary

R R-sq MSE F dfl df2 o)
.5959 .3551 .9346 210.3589 1.0000 382.0000 .0000
Model
coeff se t js) LLCI ULCI
constant 1.6807 .1109 15.1603 .0000 1.4627 1.8987
Price .4055 .0280 14.5038 .0000 .3506 .4605

Ak hkhkhkhk kA hhkhAhhkrhhkhhhkhk kA hhkhkhhkrhkhkdhhhkhkhkhkhhkhkhhkrhhkrhhkhkhkhkhhkhkhhkrhkhkrhhkrkhhkrhkhkhkhkxhkxk

OUTCOME VARIABLE:
Loyalty

Model Summary
R
.8750

F
622.5627

dfl
2.0000

df2
381.0000

MSE
.2817

R-sg

.7657 .0000

Model
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coeff se t i) LLCI ULCI
constant L4430 .0770 5.7514 .0000 .2915 .5944
Price .0839 .0191 4.3919 .0000 .0464 .1215
Satisfac 7162 .0281 25.4989 .0000 .6610 L7714

KAk kA khkhkkhkhkkkkkkkkkk DIRECT AND INDIRECT EFFECTS OF X ON Y khkhkkkhkhkkhkhkkhkkkrkkx
Direct effect of X on Y
Effect se t P LLCI ULCI
.0839 .0191 4.3919 .0000 .04064 .1215

Indirect effect(s) of X on Y:

Effect BootSE BootLLCI BootULCI
Satisfac .2904 .0232 .2460 .3361
—————— END MATRIX -----

SN Lo e dasgs b eV 5 el G Lo 28l Lia ) Jaws 3 ) LAY il 5l La L
Y ) O (s lld ol bl sing 5 ¢ (0.08) Lasmaa ¢05S o A @A oY ) e sl e
BJ}A\}hM\BJPéWw&&cum}\WM‘uS)SéA;YJﬂ;\})ALdDJﬁH

Yl e e T a0l 53l Lagd 0l dxiad)

d.uud\ ;‘}?}}:\SJMMMJMOJJA‘%\AM\L@JL“}SL_!M -3

&t’d\m&\ﬁbﬂu&:\b@\ L,’_IJALM‘}SJP}:\A:LLA\ CalS

Jranll Y g c'=.YeY il 3 )y guall

Vol Zaia i) 5 ) pucal) 80Mad Jra Lin ; Lo 57 - ] ()

0.520 = Jaandl ¢ 55 4 a0 42301 5 ) suall (0 (indirect effect) Jsexd) slia )l s gill jlaia (S (6l
0.252 = Jaeall e¥ 5 Ao 2l 5 ) sall (direct effect) Llie IS Lo
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Run MATRIX procedure:

KERKXxRx K KKK KAk Kkx PROCESS Procedure for SPSS Version 3.00 xxxxkkdkdkddxxxxrrx
Written by Andrew F. Hayes, Ph.D. www.afhayes.com
Documentation available in Hayes (2018). www.guilford.com/p/hayes3

KA AR AR A A A A A A AR A A A A A A AR AR A A A A A A AR A AR A A A AR A A A A A A AR A A A A A A A A A A A A A AR A Ak Ak Kk

Model : 4
Y : Loyalty
X : Corporat
M : Satisfac

Sample

Size: 384

Ak hkhkhkhk Ak kA h kA hkhk Ak hhkhkhk Ak kA hkhk Ak kA hhkhkhk Ak kA hkhk Ak hkrhhkhkhhkhhkhkhkhkhkhkhk Ak hkrhkhkrhkkhkhkxkxx%

OUTCOME VARIABLE:

Satisfac

Model Summary

R R-sqg MSE F dfl df2 P
.6578 L4326 .8223 291.2899 1.0000 382.0000 .0000
Model
coeff se t P LLCI ULCI
constant .9201 .1370 6.7166 .0000 .6507 1.1894
Corporat .7967 .0467 17.0672 .0000 .7049 .8885

KA AR AR A A A A AR A AR A A A A A A AR A A A A A A AR AR A AR A AR AR A AR A A A AR A A A A A A AR AR A AR A A AR A A A A Ak h Kk

OUTCOME VARIABLE:
Loyalty

Model Summary

R R-sg MSE F dfl df2 p
.8852 .7835 .2603 689.4413 2.0000 381.0000 .0000
Model
coeff se t o) LLCI ULCI
constant L2427 .0815 2.9785 .0031 .0825 .4030
Corporat .2520 .0349 7.2260 .0000 .1834 .3205
Satisfac .6529 .0288 22.6825 .0000 .5963 .7095

kX kkhkkxkkkhkxxkkxkrxx DIRECT AND INDIRECT EFFECTS OF X ON Y ****xxkkhhxkkhhrx

Direct effect of X on Y
Effect se t P LLCI ULCI
.2520 .0349 7.2260 .0000 .1834 .3205

Indirect effect(s) of X on Y:
Effect BootSE BootLLCI BootULCI
Satisfac .5202 .0390 .4455 .5968

*hkhkhkkhkhkkhkhkhkkhkrkhkhhrkhkhhkkhkrkkx*k ANALYSIS NOTES AND ERRORS *hkhkhkkhkhkkhkhkhkhkrkhkhkrkhkhhkhkxkhkxkx

Level of confidence for all confidence intervals in output: 95.0000

Number of bootstrap samples for percentile bootstrap confidence intervals: 5000

NOTE: Variables names longer than eight characters can produce incorrect output.
Shorter variable names are recommended.

—————— END MATRIX —-—-—---

o (amaall N gag Laal a5 (e 58T das il i) Zagiil) o2a 6l 55 cand) () L Caalll siiey
(Ene and ¥l (e oy Sisy gl drall L) Ao 4S 3l 4adl) 5 ) seall (g 4358 483le 25m
.Ozkaya, 2014)
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Abstract

Student: Hani M. Adnan KASHALO
Title: The Factors Affecting the Satisfaction and Loyalty of ADSL Customers with Internet

Service providers in Syria

Syrian Virtual University Year: 2018

Supervised by Dr. Mohamad ALKHODR

The aim of this study is to determine the factors affecting the satisfaction and loyalty of ADSL

customers of the Syrian Internet Service providers and to calculate their impact.

The study population consists of all ADSL users in Syria, about 1.2 Million subscribers till the
end of 2017. The final sample size is 384 surveys of 400 surveys. Multiple Statistical tests are
used, such as T-Test and ANOVA to test the effect of gender and education impact; simple
regression is used to test the effect of independent variables on the mediator and dependent
variable while multiple regression is used to calculate the indirect effect of satisfaction variable

mediation.

The research concludes that the three dependent variables, Corporate Image, Quality of service,
and the Price, respectively, positively affect satisfaction which in its turn affects positively the
loyalty. Also, the satisfaction plays a partial mediation role between the independents variables
and the dependent variable.

The research provides some recommendations and solutions, the most important of which is that
the ISPs should be keen to enhance their image, and to pay attention to the five elements of
Quality of Service in addition to continuing considering fair prices. Finally, few additional

solutions were recommended to improve and develop the internet service in Syria.

Keywords:
Customer Satisfaction, Customer Loyalty, Service Quality, Corporate Image, Price.
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