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Independent Study Title Customer’ Expectations and Perceptions toward Service Quality
of Government Savings Bank, Watcharapol Branch

Name - Surname Miss Wimonrat Hongthong

Major Subject General Management

Independent Study Advisor Assistant Professor Chatparee Yooyen, M.Sc.

Academic Year 2012

ABSTRACT

The individual study was carried out to investigate the service using behavior, customers’
expectations and perceptions toward the service quality of Government Savings Bank, Watcharapol
Branch. The sample of the study consisted of 400 bank customers, and the data were analyzed
through descriptive statistics comprising Frequency, Percentage, Means, Standard Deviation as well
as inferential statistics including Independent Samples t-test, one-way ANOVA, and Dependent
Sample t-test at 0.05 level of significance.

The results of the study showed that the majority of the service users were female aged
over 41 years old, were single, completed lower than Bachelor’s degree level, owned private
business/were traders, earned a monthly income more than 40,000 Baht. Most customers used the
services of current deposit accounts, 3-month deposit accounts, 3-year Special Premium Savings
Certificate, personal loan, and Monthly Income Saving of GSB Life. The customers considered the
overall expectations and perceptions of the service quality as well as the aspects of reliability,
tangibles, responsiveness, assurance and empathy at the high level. It was found that the perceptions
of the service quality were higher than the expectations of the service quality of Government
Savings Bank in all aspects at 0.05 level of significance. The service users with different age,
marital status, level of education, occupation, and income had differences in the expectations of the
service quality, moreover, the service users with different gender, age, marital status, level of
education, occupation, and income had differences in the perceptions of the service quality.

Keywords : expectations, perceptions, service quality
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WNa SPSS
Reliability
Case Processing Summary
N %
Cases Valid 30 100.0
Excluded? 0 .0
Total 30 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha

N of Items

.969

44

Item-Total Statistics

Cronbach's
Scale Mean if [Scale Variance if| Corrected Iltem- | Alpha if ltem
Item Deleted Item Deleted |Total Correlation Deleted
etl 178.9000 492.852 .692 .968
et2 178.6333 486.516 .844 .968
et3 178.5667 487.082 .735 .968
et4 178.7333 485.857 .804 .968
et 178.5000 488.672 735 .968
erl 178.5333 486.326 .886 .967
er2 178.6000 492.662 782 .968
erd 178.5667 482.806 .838 .967
er4 178.6667 491.333 731 .968
er5 178.7333 490.892 743 .968
erel 178.6333 493.757 .684 .968

95



ere2
ere3
eal
ea2
ea3
easd
eel
ee2
ee3
ee4
eeb
ptl
pt2
pt3
pt4
pt5
prl
pr2
pr3
pr4
pr5
prel
pre2
pre3
pal
pa2
pa3
pad
pel
pe2
pe3
pe4
pesS

178.5000
178.8000
178.6667
178.6333
178.6000
178.7333
178.8000
178.6000
178.6333
178.6333
178.7333
178.8667
178.3000
178.3000
178.4000
178.3667
178.4333
178.4333
178.6333
178.2667
178.4667
178.5667
178.3333
178.5333
178.5333
178.4000
178.3667
178.4667
178.4667
178.4667
178.4000
178.4000

178.3000

492.603
500.234
490.644
489.275
494.662
486.409
492.166
487.559
490.999
494.102
484.754
504.878
514.148
505.597
514.179
514.447
498.185
509.909
501.137
505.651
496.602
495.357
499.471
510.326
502.878
502.593
512.171
496.257
495.361
499.982
494.110
491.214

503.941

.782
430
.790
.809
.680
.790
.679
.800
761
.759
.769
422
201
446
.169
157
.735
.355
.508
481
.692
.684
.658
.228
.518
.623
234
.703
.686
.586
.748
.788
466

.968
.969
.968
.968
.968
.968
.968
.968
.968
.968
.968
.969
970
.969
.970
970
.968
.969
.969
.969
.968
.968
.968
.970
.969
.969
.970
.968
.968
.969
.968
.968
.969
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Group Statistics

AuMUMI TRUTMIveIgnAsuIMsoandy e irswa liuanaiany

et N Mean Std. Deviation Std. Error Mean
Expectance Y 96 4.06 478 .049
e 304 4.05 .740 .042

Independent Samples Test

Levene's Test

for Equality of

Variances t-test for Equality of Means
95% Confidence
Interval of the
Sig. (2-| Mean |std. Error|__Difference
F Sig. t df tailed) |Difference|Difference| Lower | Upper
Expectance Equal
variances 30.863 .000{ .079 398 .937 .006 .080] -.152 .164
assumed
Equal
variances not .098|248.666 922 .006 .065| -.121 134
assumed
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AUNNAGIUUBN 1: fﬂ%ﬁ]ﬂﬂ'll!ﬂﬁgGBTﬂﬁﬁ']ﬁﬁﬁclu@']u 97 NUANANNUUAITNATANINAD

AWNINMT IHUTNMITVOIgNMBEINTENTY B I¥sHaLANA19AY

One-way
Descriptives
Expectance
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N | Mean |Deviation| Error | Bound Bound |Minimum|Maximum| Variance
dinh 20 1 72| 3.72 .633[ .075 3.57 3.86 3 4
21— 309 100 3.73 844 084 3.56 3.90 3 5
31— 409 64| 3.96 498 .062 3.83 4.08 3 4
A1 164| 4.44 428| .033 4.37 4.50 3 5
Total 400| 4.05 .686 .034 3.99 4.12 3 5
Model Fixed
.604| .030 3.99 4.11
Effects
Random
.209 3.39 4.72 .148
Effects
ANOVA
Expectance
Sum of Squares df Mean Square F Sig.
Between Groups 43.329 3 14.443 39.591 .000]
Within Groups 144.463 396 .365
Total 187.792 399




Dependent Variable:Expectance

Multiple Comparisons
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95% Confidence Interval

Mean

(1) oy (J) o Difference (I-J)| Std. Error |  Sig. | Lower Bound | Upper Bound
LSD Anh 209 21-30i -.014 .093 .882 -.20 17
31 - 401 -.243" 104 .020 -.45 -.04

413w -721° .085 .000 -.89 -55

21-308  anh 201 014 .093 .882 -17 20
31 - 401 -.229° .097 .018 -.42 -.04

411w -707" 077 .000 -.86 -.56

31-401  #nn 201 243 104 .020 .04 45
21 — 301 229" .097 .018 .04 42

419w -478" .089 .000 -.65 -.30

411501 dind 20 1 721 .085 .000 55 .89
21 — 301 707 077 .000 56 .86

31 — 401 478 .089 .000 30 65

Dunnett T3 #wh20% 21— 30¥ -.014 113 1.000 -31 .29
31 — 401 -.243 097 .079 -50 .02

411w -721 .082 .000 -.94 -50

21-301  &nn 2071 014 113 1.000 -.29 31
31— 401 -.229 105 .169 -51 .05

411w -707 .091 .000 -.95 -.46

31-401  dnn 207 243 .097 079 -.02 50
21 - 307 229 .105 .169 -.05 51
A1) -.478 071 .000 -.67 -.29|

A3l dnh 20 1 721 .082 .000 .50 .94
21 — 301 707 .091 .000 46 95

31 — 401 478 071 .000 29 67

*. The mean difference is significant at the 0.05 level.
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MAnTaRenuN MM TRUTMIVeIgnAsUINToaNAY A1 IFTHALANA Y

One-way
Descriptives
Expectance
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N Mean | Deviation| Error | Bound Bound [Minimum|Maximum| Variance
Tan 247] 4.03 .701| .045 3.95 412 3 5
Ay 97| 4.26 .309| .031 4.20 4.32 4 5
wiha/ndiia 56| 3.78 949 127 3.53 4.04 3 5
Total 400| 4.05 .686] .034 3.99 412 3 5
Model Fixed
.672| .034 3.99 412
Effects
Random
.130 3.49 461 .034
Effects
ANOVA
Expectance
Sum of Squares df Mean Square F Sig.
Between Groups 8.327 2 4.163 9.210 .000]
Within Groups 179.465 397 452
Total 187.792 399




Dependent Variable:Expectance

Multiple Comparisons
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Mean

Difference (I-

95% Confidence Interval

(1) amam (J) @amam J) Std. Error| Sig. |Lower Bound |Upper Bound

LSD Teta ausdt -.225" .081 .005 -38 -.07
wiho/wintrs 252" .100 012 .06 45

ausa Tan 225 .081 .005 .07 .38

wiho/wgri ATT 113 .000 26 70

wiha/nénda Tara -252" .100 .012 -.45 -.06

s 47T 113 .000 -70 -.26

Dunnett T3 Tan ausd -.225" .055 .000 -.36 -.09
wiho/ngria .252 134 181 -.08 .58

as Tan 225 .055 .000 .09 36

wiho/winha ATT 131 .002 16 .80

wihw/ngiie Tan -.252 134 181 -58 .08

s Wyed 131 .002 -.80 -16

*. The mean difference is significant at the 0.05 level.
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MAnTaRenuN MM TRUTMIVeIgnAsUINToaNAY A1 IFTHALANA Y

One-way
Descriptives
Expectance
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N | Mean |Deviation| Error | Bound Bound |Minimum|Maximum| Variance
dndnloyed 192 4.16 .668| .048 4.06 4.25 3 5
Uiygas 168| 3.95 .693] .053 3.85 4.06 3 5
Yigyanln 40| 3.97 .687] .109 3.75 4.19 3 5
Total 400 4.05 .686| .034 3.99 4.12 3 5
Model Fixed
.680| .034 3.99 4.12
Effects
Random
.082 3.70 4.41 .013
Effects
ANOVA
Expectance
Sum of Squares df Mean Square F Sig.
Between Groups 4.043 2 2.022 4.368 .013
Within Groups 183.748 397 463
Total 187.792 399




Dependent Variable:Expectance

Multiple Comparisons
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Mean 95% Confidence Interval
Difference (I- Lower Upper
(1) szdvnsdonn - (J) szdumsom J) Std. Error|  Sig. Bound Bound
LSD dnnlSogad EDONLE 204" 072 .005 .06 35
VinganTn 187 118 114 -.05 42
iy Andnlyged -.204" 072 .005 -35 -.06
VianTn -.017 120 885 .25 22
Viyann dninSoyned -.187 118 114 -42 .05
Vinyayed 017 120 885 -22 25
Dunnett  @ninfSyga3 EDONEE 204" 072 014 .03 38
T3 e 187 119 318 -1 48
inyapa’ ndnfiyand -.204" 072 014 -.38 -.03
VinganTn -017 121 .999 -31 28
Uiganin dndnfSoyaed -.187 119 318 -.48 11
Vinyayed 017 121 .999 -.28 31

*. The mean difference is significant at the 0.05 level.
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One-way
Descriptives
Expectance
95% Confidence
Interval for Mean Between-
Std. Std. | Lower | Upper Component
N |Mean|Deviation| Error| Bound | Bound |Minimum|Maximum| Variance
iinGou/iindingn 44| 3.29 434] .065 3.16 3.42 3 4
and/minansdhsems
L 120| 3.94 .735| .067 3.81 4.08 3 5
RLgLaithL]
and/minawin 36| 3.59 .767( .128 3.33 3.85 3 4
psivdud/fv 164| 4.52 .302| .024 4.48 4.57 4 5
erindasz [udhaily 24| 3.46 .187( .038 3.38 3.54 3 4
wothu/widu/heam 12| 4.10 .000] .000 4.10 4.10 4 4
Total 400 4.05 .686( .034 3.99 4.12 3 5
Model Fixed Effects .525] .026 4.00 4.11
Random Effects 278 3.34 4.77 271
ANOVA
Expectance
Sum of Squares df Mean Square F Sig.
Between Groups 79.107 5 15.821 57.355 .000]
Within Groups 108.685 394 276
Total 187.792 399




Dependent

Variable:Expectance

Multiple Comparisons
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95% Confidence

Mean Interval
Difference | Std. Lower Upper
(1) onm (3) eniim (1-9) Error | Sig. Bound Bound
LSD iniFou/iindnin gnha/minaudhssms .
. -.650 .093 .000 -.83 -47
SPamis
gnia/minamusin -.300" 118 011 -.53 -.07
pivdud/ v -1.2307 .089| .000 -1.40 -1.05
oW ase [Sudhainll -167 133 211 -43 .10
vothw/withu/eam -.807" 171 .000 -1.14 -.47
gnia/minamdssms WnFoulindnin 650" .093 .000 A7 83
JSemne v . .- *
B gnihe/minamuiin .350 .100 .001 .15 .55
gamvaui/dne -579" .063 .000 -.70 -.46
emdase [sudhain'lal 483" 117 .000 .25 71
worthw/uithu/eam -157 159 325 -47 .16
gndr/minnuusin inSouhindinm .300" 118 .011 .07 .53
gnia/minamdhasms .
A -.350 .100 .001 -.55 -.15
SPamis
gamvaui/fne -.929" 097 .000 -1.12 -74
emdas: [sudhain'lal 133 138 336 -.14 41
viethu/mithu/i1aau -507" 175 .004 -.85 -.16
ganodaud/fe iniFou/iindnin 1.230" .089 .000 1.05 1.40
gni/wminaudssms .
o .579 .063 .000 46 .70
SPamie
gnia/minnuusin 929" 097 .000 74 1.12
omdase [sudhain'lal 1.063" 115 .000 .84 1.29
vothu/withu/eau 423" 157 .007 A1 73
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orFndasy [sudhitall VinSou/iindnm 167 .133 211 -.10 43
anda/minamudhsems .
. -.483 117|  .000 71 -.25
,3IEmne
gniho/minanisin -133| 138 .336 -41 14
pivdmi/ i -1.0637  .115| .000 -1.29 -.84
votti/miv/ e -640 .186| .001 -1.01 -.27
ottt/ e indoulindnm 807" 171  .000 A7 1.14
and/winanidhsems
L 157| 159|325 -.16 47
3N
andie/minamin 507 .175| .004 16 85
pfadoud/fve -423"1 157 .007 -73 -11
orindnss [iuduiily 640 .186] .001 27 1.01
Dunnett nGeuhindnmn gni/winaudisems .
- P -.650 .094| 000 -.93 -.37
andia/minamuiin -300| .144| 446 74 14
/i -1.2307 .070| .000 -1.44 -1.02
oindasz [fuioiahl -167| .076] .363 -.40 .06
vothu/ it/ e -807°| .065 .000 -1.01 -.61
andi/wineudisems sinSou/iinfinn 650 .094| .000 37 93
$yimnia qua/minaminiin 350] 144 235 -.09 79
sl -579 .071] .000 -.79 -.37
onmdasy [fudialy 483°[ 077 .000 25 71
ot/ it/ hean -157| 067 .270 -.36 .04
gnie/minauuim iniSeuhindnm .300 144 446 -.14 74
anda/minamidhnems
L -350] .144| 235 -79 .09
FINNND
Fafaduin/dng -929°  .130] .000 -1.33 -.52
oimdasz [fuioiahl 133|  .133| 995 -.28 55
ot/ A -507|  .128| .005 -91 -11
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gsnvaud/Ae wWnSou/indnm 1.230 .070 .000 1.02 1.44)
gni/winaudisems .
A .579 .071 .000 .37 .79
FIemn
gnihe/minennim 929" .130 .000 .52 1.33]
ordwdasy [futhaily 1.063° .045 .000 .92 1.20
viothu/withu/heau 423" 024 .000 .35 .49
erimdase [fudhatly wWnGou/indnm 167 .076 .363 -.06 .40
gni/winaudisems .
A -.483 .077 .000 -71 -.25
Seaamine
ani/winauniin -.133 1133 .995 -.55 .28
wpivdd/ v -1.063"] .045| .000 -1.20 -.92
yiothu/uithu/heau -.640" .038 .000 -.76 -.52
worthu/uithu/ e finiseuhindnmm 807" .065 .000 61 1.01
gndra/minamdhsams
L 157 .067 .270 -.04 .36
LS9y
anda/minauin 507 .128| .005 A1 91
gsfadud/iune -423°| 024 .000 -.49 -.35
odwsasy [sudhai 640" .038 .000 52 .76

*. The mean difference is significant at the 0.05
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One-way
Descriptives
Expectance
95% Confidence
Interval for Mean Between-
Std. Std. | Lower Upper Component
N |Mean |Deviation| Error | Bound Bound [Minimum|Maximum| Variance
iouni 10,000 1w 68| 3.62 .657| .080 3.46 3.78 3 5
10,001 — 20,000um 112| 3.71 .790| .075 3.56 3.86 3 5
20,001 — 30,000um 88| 4.24 .606| .065 4.11 4.37 3 5
40,000y miu 132| 4.44 258 .022 4.40 4.49 4 5
Total 400| 4.05 .686| .034 3.99 4.12 3 5
Model Fixed Effects .592| .030 4.00 4.11
Random
Effects .210 3.39 4.72 .163
ANOVA
Expectance
Sum of Squares df Mean Square F Sig.
Between Groups 49.000 3 16.333 46.602 .000]
Within Groups 138.792 396 .350
Total 187.792 399




Multiple Comparisons
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Dependent
Variable:Expectance
. !
Mean 95% Confidence Interval
Difference Std. Lower Upper
(1) 7)o (3) wldmi (1-) Error Sig. Bound Bound
LSD osnd 10,000 vw 10,001 — 20,000
-.096 .091 294 =27 .08]
UM
20,001 — 30,000 X
-.624 .096 .000 -.81 -44
UM
40,000umiu) -.825" 088  .000 -1.00 -.65
10,001 — 20,000 ewnd1 10,000 v .096 .091 294 -.08 27
UM
20,001 — 30,000 X
-528 .084 .000 -.69 -.36
UMN
40,0000y 730 .076 .000 -.88 -.58
20,001 — 30,000 oo 10,000 wm 624" .096 .000 44 81
UM
10,001 — 20,000 X
528 .084 .000 .36 69|
UMN
40,000um3u) 202" 081 .014 -.36 -.04
40,000umiul #eendr 10,000 11 825" .088 .000 65 1.00
10,001 — 20,000 X
730 .076 .000 .58 89|
UMN
20,001 — 30,000 X
202 .081 014 .04 .36
UM
Dunnett  #eend1 10,000 vm 10,001 — 20,000
-.096 .109 943 -.39 .20
T3 Um
20,001 — 30,000 X
-.624 .103 .000 -.90 -.35
UM
40,000 -.825" 083  .000 -1.05 -.60
10,001 — 20,000 tewnd 10,000 v .096 .109 943 -.20 .39]
um 20,001 — 30,000 R
-528 .099 .000 -79 -27
UMN
40,000um3ul 730" .078|  .000 -.94 -52
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20,001 — 30,000 oo 10,000 wm 624" .103 .000 .35 .90
v 10,001 — 20,000 X
528 .099 .000 27 79
UM
40,000u iy -.202" .068 .023 -.38 -.02
40,000111%%14‘111 foondn 10,000 v 825" 083 .000 .60 1.05
10,001 — 20,000 X
730 .078 .000 52 94
UM
20,001 — 30,000 X
202 .068 .023 .02 .38

Um

*. The mean difference is significant at the 0.05

level.
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t-test
Group Statistics
et N Mean Std. Deviation Std. Error Mean
acknowledge 0 96 4.21 .394 .040)
iy 304 431 465 .027
Independent Samples Test
Levene's Test
for Equality of
Variances t-test for Equality of Means
95%
Confidence
Sig. Interval of the
(2- Mean |[Std. Error Difference
F Sig. t df [tailed)|Difference|Difference| Lower | Upper

acknowledge Equal

variances 9.503| .002 1840 398| .067 -.097 .053| -.200] .007

assumed '

Equal

variances not 185.655| .046 -.097 .048| -.192| -.002

2.005
assumed
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One-way
Descriptives
acknowledge
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N Mean | Deviation| Error | Bound Bound |Minimum|Maximum| Variance
dinh 20 9 72| 4.09 .508| .060 3.97 421 4 5
21301 100( 4.12 421 .042 4.04 4.20 4 5
31401 64| 4.33 488 .061 4.21 4.45 4 5
411 164 4.46 .345| .027 4.41 451 4 5
Total 400| 4.29 450 .023 4.24 4.33 4 5
Model Fixed
421 .021 4.25 4.33
Effects
Random
.103 3.96 4.61 .035
Effects
ANOVA
acknowledge
Sum of Squares df Mean Square F Sig.
Between Groups 10.555 3 3.518 19.811 .000]
Within Groups 70.327 396 178
Total 80.882 399




Multiple Comparisons
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acknowledge
Dunnett T3
Mean Difference 95% Confidence Interval
(1) o1g (J) o1g (1-9) Std. Error Sig. Lower Bound| Upper Bound
#nh 20 7 21 - 301 -.030 073 .999 -.23 17
31 — 401 -.241 .086 .033 -47 -.01
AL3uh -.369° .066 .000 -.54 -.19
21 — 301 dnd 20 .030 073 .999 -17 23
31 - 401 -211 074 031 -41 -.01
AL3u'h -.339° .050 .000 -47 -.21
31 - 401 dnd 20 241 .086 .033 .01 47
21 — 301 211 074 031 01 41
4173 -128 067 300 -31 .05
41150 sn1 20 1 369" .066 .000 19 .54
21 — 304 339 .050 .000 21 47
31 - 401 128 067 .300 -.05 31
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One-way
Descriptives
acknowledge
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N | Mean |Deviation| Error | Bound Bound |Minimum|Maximum| Variance
Tan 247 4.26 489 .031 4.20 4.32 4 5
ause 97 4.26 261 .027 4.20 4.31 4 5
niha/wiri 56| 4.45 500 .067 4.32 4.58 4 5
Total 400 4.29 4501 .023 4.24 4.33 4 5
Model Fixed
4461 .022 4.24 4.33
Effects
Random
.058 4.04 4.54 .006
Effects
ANOVA
acknowledge
Sum of Squares df Mean Square F Sig.
Between Groups 1.750 2 .875 4.389 .013
Within Groups 79.132 397 .199
Total 80.882 399




Multiple Comparisons
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acknowledge
Dunnett T3
95% Confidence Interval
Mean
(1) armnm (J) aamam Difference (I-J) | Std. Error Sig. Lower Bound | Upper Bound
Taa ansd .005 .041 .999 -.09 .10
wiho/wind -.189° 074 .036 -.37 .00
ausa Tera -.005 .041 .999 -.10 .09
nihe/venia -.194" 072 .026 -.37 -.02
nihe/vér$a Taa 189" 074 036 .01 .37
ausa 194 072 .026 .02 .37

*. The mean difference is significant at the 0.05 level.
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One-way
Descriptives
acknowledge
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N Mean |Deviation| Error | Bound Bound |Minimum|Maximum| Variance
dndnlFoyyed 192| 4.36 469 .034 4.29 4.42 4 5
NERTTRCE 168| 4.18 .387] .030 4,12 4.24 4 5
Yiyanin 401 4.39 .521| .082 4,22 4.56 4 5
Total 400 4.29 .450] .023 4.24 4.33 4 5
Model Fixed
442 .022 4.24 4.33
Effects
Random
.074 3.97 4.61 .012
Effects
ANOVA
acknowledge
Sum of Squares df Mean Square F Sig.
Between Groups 3.212 2 1.606 8.208 .000]
Within Groups 77.670 397 .196
Total 80.882 399




Multiple Comparisons

117

acknowledge
Dunnett T3
Mean 95% Confidence Interval
(1) sedumsfinun (J) szfumsiinu Difference (I-J)| Std. Error | Sig. | Lower Bound | Upper Bound
An gy Usoyaa 175" .045 .000 .07 28
Yiyanin -.033 .089 976 -.25 .19
MEE dninfSonned -175" 045 .000 -.28 -.07
Yiganin -.208 .088 .063 -42 .01
Uyt dndnlSy 033 .089 976 -.19 25
Yiygas .208 .088 .063 .00 42

*. The mean difference is significant at the 0.05 level.
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One-way
Descriptives
acknowledge
95% Confidence
Interval for Mean Between-
Std. Std. | Lower | Upper Component
N |Mean|Deviation| Error| Bound | Bound |Minimum|Maximum| Variance
nFou/indnm 44( 3.81 .298] .045 3.72 3.90 4 4
and/minansdhsems
L 120| 4.25 422| .039 417 4.33 4 5
RLgLaithL]
and/minamuiin 36| 4.13 .626| .104 3.92 4.34 4 5
psivdud/fv 164| 4.51 .360( .028 4.46 4.57 4 5
orwdass /fuihaia 24| 4.07 .153| .031 4.00 413 4 4
viethu/uitu/Heau 12| 4.24 .000| .000 4.24 4.24 4 4
Total 400( 4.29 .450] .023 4.24 4.33 4 5
Model Fixed Effects .392] .020 4.25 4.33
Random Effects 141 3.93 4.65 .069]
ANOVA
acknowledge
Sum of Squares df Mean Square F Sig.
Between Groups 20.468 5 4.094 26.697 .000}
Within Groups 60.414 394 153
Total 80.882 399




Multiple Comparisons
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acknowledge
Dunnett T3
0 '
Mean 95% Confidence Interval
Difference (I-] Std. Lower Upper
(1) 01w (J) 01w J) Error Sig. Bound Bound
WiniFou/iindnin gnhe/minaudhsns .
o -.437 .059 .000 -.61 -.26
S9iamie
gnia/minnuusin -.318 114 102 -.67 .03
gamvaui/fne -.700" .053 .000 -.86 -.54
ewmdas: [sudhain'lal -254" .055 .000 -42 -.09
viethu/uithu/i1ea1u -.428" .045 .000 -.57 -.29
gnire/minamdhsisms inSouhindinm 437 .059 .000 .26 .61
SFiamin gnia/minnuusin 120 111 .990 -.22 46
pivdaud/fng -.263" .048 .000 -40 -12
emdase [sudhain'lyl 183" .050 .006 .03 .33
worthw/withu/eau 010 039 1.000 -11 12
gnia/minnuFim ViniFouhindnin .318 114 .102 -.03 .67
gnha/minaudhssms
o -.120 11 .990 -.46 .22
S5iamie
gvaui/fne -.382" 108 .015 -72 -.05
emdase [sudhain'lal 063 109 1.000 =27 .40
viethu/mithu/i1ea1u -110 104 991 -44 .22
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ganodud/fe iniFou/indnin 700" .053 .000 .54 .86
gnia/minamdssms .
L .263 .048 .000 12 .40
SPmmn
gnia/minamusiin 382" .108 .015 .05 72
ewdase [sudhain'lyl 445" 042 .000 .32 .57
worhu/withu/eam 272" .028 .000 .19 .36
o1dmdase [Sudhaialy WnGeu/iindnu 254" .055 .000 .09 42
gnha/minaudhssms .
A -.183 .050 .006 -.33 -.03
SPamn
gnia/minnuusin -.063 109 1.000 -.40 .27
privdia/fn -.445 042 .000 -57 -.32
vothu/huitu/ e -173 031 .000 -27 -.07
viethu/mithu/i19a1u Wniouindnmn 428" .045 .000 .29 .57
gnia/minamdssms
. -.010 .039 1.000 -12 A1
JS73mmne
gnia/minamusin 110 104 991 =22 44
psfvdud/dne -272" .028 .000 -.36 -19
emdase [sudhain'lal 173 031 .000 .07 .27

. The mean difference is significant at the 0.05 level.
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One-way
Descriptives
acknowledge
95% Confidence
Interval for Mean Between-
Std. Std. Lower Upper Component
N [Mean |Deviation| Error [ Bound | Bound |Minimum|Maximum| Variance
weeni 10,000 vm 68| 4.04 425|051 3.94 4.15 4 5
10,001 — 20,000um 112| 4.10 449|042 4.02 4.18 4 5
20,001 — 30,000um 88| 4.52 445|047 4.43 4.62 4 5
40,000umiuhy 132| 4.41| 330 .020| 4.36| 447 4 5
Total 400| 4.29 .450] .023 4.24 4.33 4 5
Model Fixed Effects .408| .020 4.25 4.33
Random
Effects 116 3.92 4.66 .049
ANOVA
acknowledge
Sum of Squares df Mean Square F Sig.
Between Groups 14.924 3 4.975 29.868 .000]
Within Groups 65.958 396 167
Total 80.882 399




acknowledge
Dunnett T3

Multiple Comparisons
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Mean

Difference (I-

95% Confidence Interval

(1) 10"8indo (3) swldimd J) Std. Error|  Sig. | Lower Bound [Upper Bound
foeni 10,000 1m 10,001 — 20,0001 -.056 067 953 -23 12
20,001 — 30,000um -.480° .070 .000 -.67 -.29
40,000umi’h -.368" .059 .000 -.53 -21
10,001 — 20,0001m  aenh 10,000 1m .056 067 953 -12 23
20,001 — 30,000um -424° 064 .000 -59 -.25
40,000u il -312° .051 .000 -.45 -.18
20,001 — 30,000um  #eant 10,000 v 480" .070 .000 29 67
10,001 — 20,0001m 424 064 .000 25 59
40,000u il 112 .055 238 -.04 .26
40,0001l found1 10,000 1m 368" .059 .000 21 53
10,001 — 20,0001 312" .051 .000 18 45
20,001 — 30,000um -112 .055 238 -.26 .04

*. The mean difference is significant at the 0.05 level.
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t-test
Paired Samples Statistics
Mean N Std. Deviation Std. Error Mean

Pair 1 PTangibles 4.28 400 AT75 .024

ETangibles 4.06 400 .826 .041

Paired Samples Correlations
N Correlation Sig.

Pair 1 PTangibles&ETangibles 400 .361 -000}

Paired Samples Test

Paired Differences

95% Confidence

Interval of the

sd. | std. Error Difference Sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)

Pair PTangibles -
) .216 791 .040 .138 .294| 5.463 399 .000

1 ETangibles
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t-test
Paired Samples Statistics
Mean N Std. Deviation Std. Error Mean
Pair 1 PReliability 4.30 400 .529 .026
EReliability 4.10 400 723 .036
Paired Samples Correlations
N Correlation Sig.
Pair 1 PReliability& EReliability 400 .565 .000]
Paired Samples Test
Paired Differences
95% Confidence
Interval of the
Std. | std. Error Difference Sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)
Pair PReliability -
1 EReliability .196 .609 .030 .136 .256] 6.440 399 .000




t-test

Paired Samples Statistics
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Mean N Std. Deviation Std. Error Mean
Pair 1 PResponsiveness 4.25 400 .545 .027
EResponsiveness 4.05 400 731 .037
Paired Samples Correlations
N Correlation Sig.
Pair 1 PResponsiveness&EResponsiv
400 471 .000
eness
Paired Samples Test
Paired Differences
95% Confidence
Interval of the
Std. | Std. Error Difference Sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)
Pair PResponsiveness
1 - .203 .676 .034 137 .270| 6.019 399 .000
EResponsiveness
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t-test
Paired Samples Statistics
Mean N Std. Deviation Std. Error Mean
Pair 1 PAssurance 4.28 400 .600 .030
EAssurance 4.04 400 774 .039
Paired Samples Correlations
N Correlation Sig.
Pair 1 PAssurance&EAssurance 400 414 -000}
Paired Samples Test
Paired Differences
95% Confidence
Interval of the
Std. Std. Error Difference Sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)
Pair PAssurance -
1 EAssurance .242 .758 .038 .168 .317] 6.399| 399 .000
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t-test
Paired Samples Statistics
Mean N Std. Deviation Std. Error Mean
Pair 1 PEmpathy 4.33 400 .615 .031
EEmpathy 4.02 400 .783 .039
Paired Samples Correlations
N Correlation Sig.
Pair 1 PEmpathy&EEmpathy 400 .585 .000
Paired Samples Test
Paired Differences
95% Confidence
Interval of the
Std. Std. Error Difference Sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)
Pair PEmpathy -
1 EEmpathy .310 .654 .033 .246 .374] 9.480 399 .000
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t-test
Paired Samples Statistics
Mean N Std. Deviation Std. Error Mean
Pair 1 acknowledge 4.29 400 .450 .023
Expectance 4.05 400 .686 .034
Paired Samples Correlations
N Correlation Sig.
Pair 1 acknowledge & Expectance 400 .574 -000]
Paired Samples Test
Paired Differences
95% Confidence
Interval of the
Std. Std. Error Difference Sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)
Pair acknowledge -
1 Expectance 234 .564 .028 178 .289( 8.275| 399 .000




Paired Samples Test
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Paired Differences

Mean

Std.

Deviation

Std. Error

95% Confidence
Interval of the

Difference

Mean Lower

Upper

df

Sig. (2-
tailed)

Pair 1 Ptlimalulaguazgunsal
Wowiiuailo - etli
maTuladuazgilnialldau
e

Pair 2 pt2iinsiacaand
Tusmsfimaoamdzen -
et2imssannwi

IWusmsiaeawazein

Pair 3 Pt3iliuaiidwesaly
a4
wazadn - et3iiuanas

vosm luazain

Pair 4 Pptéiithelsznduiuguen
Faru - etdiithe

sznduiuiuendanu

Pair 5 PtSmsusameyadnnm
vpeminnuiSoudes - etb
MIFINGYATNN TNV

o a9
WUNNULTUIDY

Pair 6 Priminawlisumezi
nazuims lifanaia -

erlwinamidduuni

wazpims hidanaia

Pair 7 Pr2winauliuimsawi
s Idlsznduius i
- er2winaulduing

- vy
AmAsUINS 14
Wsznduiug i
Pair 8 Pr3wminauliuims

59057 - er3minau

a =
Iusmssas

.030

.340

.260

.310

.140

.130

.170

-.050

.996

1.

.833

.881

.950

.644

776

.900

.050 -.068

003 .050 241

.042 178

.044 .223

.048 .047

.032 .067

.039 .094

.045 -.138

.128

439

.342

.397

.233

.193

.246

.038

.603

6.777

6.241

7.039

2.947

4.040

4.380

-1.111

399

399

399

399

399

399

399

399

547

.000

.000

.000

.003

.000

.000

.267
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Paired Differences

95% Confidence Interval
Std. Std. Error of the Difference sig. (2-
Mean | Deviation Mean Lower Upper t df tailed)
Pair 9 pr4ﬁu1ﬂﬁl!ﬁﬂiﬁﬁi1ﬂDﬂlﬁﬂ/
mmiiiRetoligndma -
s 430 .864 .043 .345 515 9.951 399 .000
erdsinmiuanssasinonile/
mmifinetealignama
Pair  PrSsnmsadunimidedion
10 gniez ldsutlse Tomigaga -
. .300 715 .036 .230 3701 8.391 399 .000
erSanmsadunniedeh
gniee 185u1se Tomigage
Pair prelwinanliusmsiaEa
11 uaz lifianaa - erel
110 .906 .045 .021 1991 2.430 399 .016
winalfuimssiaduas i
Aawann
Pair  pre2winnmudnlasiomie
12 gnimediufiiula - ere2
.190 732 .037 118 .262| 5.194 399 .000
winaudnleemadsgni
edniudiiula
Pair  pre3winauhiiiinssy
13 Buvazilfifden - ere3
. .310 .947 .047 217 403 6.549 399 .000
winau iR sudugra
Ugiaau
Pair palwminawlfismsedn
14 gﬂé’w’muu'ué]wymga -eal
.140 .838 .042 .058 2221 3.341 399 .001
winamliuimsedragndes
miuﬁmnﬂi:a
Pair pa2winawldiwusi
15 ‘hamﬁaadmﬁﬂmnﬂ% -
.260 .703 .035 191 3291 7.401 399 .000
ea2winamlifumzii
‘hamﬁaadmﬁij’lmvgnﬂ%
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Paired Differences

95% Confidence
Interval of the

Difference

Std. Std. Error Sig. (2-
Mean | Deviation| Mean Lower Upper t df tailed)
Pair pa3winauiiaiuiluam
16 #lusnsed - ea3
e . .260 .956 .048 .166 .354| 5.437 399 .000
winadinnwiluani
Tu3nsey
Pair PpPadwinnuilfusmaiu
17 wnasgReiy - ead
) . .310 .822 .041 .229 .391| 7.543 399 .000
wiinamldusmailu
WATTIUALITY
Pair Pelwinamldaiweuly
18 gnduflumsdiud - eel
) . .350 .922 .046 .259 441 7.594 399 .000
wiinaIdanuanlagnd
Wumsdau
Pair peZWﬁmmwmmmi’h
19 Tannudeanisveagna -
. N .170 .826 .041 .089 .251| 4.115 399 .000
ee2winaumeegnd
Taardesnsvesgnin
Pair pe3wﬁmmt§uh'daumu
20 AuABINVBIgNAT -
. .280 .723 .036 .209 .351| 7.744 399 .000
ee3winnuauladeuny
Audeansveagnin
Pair Pedwinamlfusmsgni
21 e lald - eed
. Y - . .290 .766 .038 .215 .365| 7.568 399 .000
winaliuSmsgnaiedia
o lald
Pair Peb. wminnuisnuaz
22 gnémlszdld - eeb.
e 460 .995 .050 .362 .558] 9.242 399 .000
winauisnuazdgni
Uszd 1
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