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Abstract

The purposes of this research were to (1) to study factors that influence perceived
quality and customer loyalty of services provided in Italian Restaurants Business in Prachuap
Khiri Khan Province; and (2) to estimate the satisfaction level of customers in the services of
ltalian Restaurants Business in Prachuap Khiri Khan Province and to create a comparison
index of the satisfaction levels between perceived quality and customer loyalty of services
provided at Italian Restaurants, Peppina La Villa and Andreas Italian Restaurant & Grill in
Prachuap Khiri Khan Province

Research Methodology uses the quantitative research methodology with the
application of American Customer Satisfaction Index (ACSI) to collect information through
online questionnaire. The data is analyzed using statistical methods to measure the
satisfaction level of customers based on the Likert Scale to test the reliability of the
questionnaire. Factor analysis was done by applying the Principal Component Analysis (PCA)
and Cronbach Alpha analysis method by Stratified Sampling from customers of the Italian
restaurants, Peppina La Villa and Andreas Italian Restaurant & Grill in Prachuap Khiri Khan
Province, with a total number of 421 participants and comparing various factors, categorizing
the demographic information by using Independent Sample T-test One Way ANOVA and
testing the hypothesis of research by using Pearson Correlation method.

Major research findings were ; factors that influence perceived quality and customer
loyalty of services provided in Italian Restaurants Business in Prachuap Khiri Khan Province,
consist of 6 components which are: Customer Expectations, Perceived Quality, Perceived
Value, Overall Customer Satisfaction, Customer Voice, and Customer Loyalty; and ;
Customer Expectations is the initial factor that has a positive influence on Perceived Quality
and these two factors constantly have a positive influence on Perceived Value being worth
the money spent on the services. These three factors constantly have a positive influence
on Overall Customer Satisfaction which has a positive influence towards both Customer
Voice and Customer Loyalty at a statistically significant level of 0.01.

Keywords: Perceived Quality, Loyalty, Customer Satisfaction Index
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Husumsiuuseiu fudaidudald fuanusailunmsrevauesiifiavinadennufimela
vesflduimsuemmssafuiumariignuennseeudisu Tusagiiduanulindalad
Svswasionuienelavesdlivinig Bnismanmnisuinisiumsiulssfuiidvinasoni
winAnfreiuemnssaifuiumariignuensviniige sesasmnfosuaiuietlaldgndn
Huseyana sudeitdudald suaailinnde luvasiduanusmilunsrevaues ludl
dviznasiorussninAveliuInIg

ases3n Urugaudnwal (2558, nih 1) IddnwiFes awdanelasenaniwnisuinig
sevineuemsunsulsdisUssmatuiuemsunsulsdusemalne Adswadenginssunis
vendeuazn1snduailduinissivesduilaaluwangannumiuas wudn fuilaaluias
nyunnumuasiiauisnelanenunImnIsusNsvess e swisuludsieUssmeegluseau
1 uazillefinsunduneusziannui suiiidiadeuiniigade fuanugnimseuley
Tuwaeguilaafinnufimeladenunimnisuinisvesiuermsusisulvdlneeglussiuann
uazilefasanduseuszian wui suiididiedesnniigadie sunisdeans guslaanelanis
Uinsveshuemsusulvdisuszmannnndy WerFeuifisuanuiewelafusosu wui
AuslaediadnuisneladenisuinisiuemsuisulydinaUssmaninnintduemsunsuled
Inelushunuaameeuleuunniign fuslaainginssunisuensielnesmeglusziudiunan
uililofinnsungAnssunisuenseuazUsslanuds nui Yssiandisidadennniigade s
wugthlgdulduinisdruermsunsulediiviiufianela fuilaafieznduunlduinng
Srupmnsunsuled lnssueglusziuaoudisuos uidefinnsuinisndunliuinisid
$ruemnsursulvdudazszianuds nuin Ussaniidanedsuiniige de n1slduinis
Suemmsunsulvdfiduing sgslsAnuanuiianeladenunmansuinisvesiiuemsuisy
lydsnaussimanazauiianeladennninnisuinisvessiuemsusulyvdlinedinase
wgfnssumsuensauaznandualéuinise,

2.4 ATBULUIAANITIAY

Tumsasimvtinuiiawelavesansgosni (ACS) va9 (Fornell et. all, 1996, p. 7 - 18)
WUl ALAAnTaYegnATiINFULIANT e WIBRA (Customer Expections) agtdutade
AVUAYHLBIROANNINYBIFUALALUTNITVDINAT (Perceived  Quality) wazitsaosdafoay
dwmanaludy yuuasmAvesduduazuInsvegnA (Perceived Value) lasfitladevisanuay
dnasaiielufanufianolalngsvesduduazuinisveagndn (Overall  Customer
Satisfaction) fivganunsadavideldusvilinannuiisnelavesgnd (Customer  Satisfaction
Index) dsmingnAnelafazdsnaliiinainufnidedudnazuinisaingnan (Customer
Loyatty) srgiauniu



2.4.1 MAdedvEnavesnuAmMMsIIUINT AuATITUEF R uazAuATASUSIY
aufuederufinela anuliidedela nisuende uagnisndusnuusemue s uas
\ApsRuT RIS uTiadnda aiaguauats InnseuLaAaesuil ssiiudunmam
wazaufnafiaznduunlduinnslugsieduemsiimmasnadesiu egnildsuuinisni
A wlidnazludiu savd d1unsliuinis AruazeInuesdiu 619 drudunmunin
Srupmsfidenaroanududidosiwiutulunseiiignd danufianelalidiveanlume
arudAndniuazasinuiliuinisgidnads

242 AMANYBINTIAUAT N133UANANIUNITIAUIATT AMAINYDIBINNT WY
usssrmaiiinasenisinduleliuinisiuemsinevesfuilaalulvangannumiuas sa
N13An®1N greukuuaeunudlng waznanIIaaauaNNAgIu nuInisTuiamnnly
nslu3nng sudefidudald azveuiiuszianituemns dnvazvesdléuinig o1y endw
seldindedadiounar audlunsldusinsiuemsiiuandiaiu Snasetodfyniada Jua
faANUAIAnTaveIgnAn (Customer Expectation) 3judaesaAmuAInuIN1g (Perceived Quality)
Yuuasianue (Perceived Value) Auiianalasiauinis (Customer Satisfaction) n1swugid
(Customer Voice) uazAuinavasgne (Customer Loyalty) donndesiuausigIuveive
fo Sadeidhlignéndanudnfsuiuomnsldiufonnufimelalpesy uasdadeihlmiaa
ANUNaNelafe AUAIAYT AN LALANAIYBIFUAILATUIATS

nouifiAseianysegndltidosnnduduseddisnsinlagldnsaaduivainvais
Y Tunmsadadidianruiimelavesfuslnafiausatansudisuanufianelavesgndn
(Customer Satisfaction) nsanifiugsialugaliagiu latin1suinsings aanin (Quality) ves
09An3 lennsiamnufiemelavesgnin Aseduiuazuinig 35y Ussimmanigewdnn fnns
finnedosiielunisiaaufionelavesgnéilusedu smna weus U we. 2537 inTesdiosil
fidlodn American Customer Satisfaction Index (ACS)) Anfilag Fomell et. all. (1996, p.7-18) 10
nafa ACSI Fudunisiarnuionelavesgndnann Uszaunisale3a ACSI 1Ju Model
Usgnausetade 3 fhildwasionnudianelauegné (Customer Satisfaction : ACSI) T

1. AU MYBsAUR/UIANSTIgnAIla3U ( Perceived Quality ) #sfiodndunisuszidiu
UseAnSnmuesdua/u3nis 9InUseaunsniasavesgnal

2. AuANYRIALA/USNsTignAlesy ( Perceived Value ) aglvignAnasaiuisuiiien
sgwhsnmnmvasdud/uinmstusianfindly

3 mmmm"’g’waaqﬂﬁﬂ ( Customer Expectation ) FevzUsenausiennuanniad
Aadu deufiazdodud/uinig wuusiassduianufianelavesgnindiviunsdin
Wisuisusu Peppina La Villa Fadudu Inter — Brand uaz 1 Andreas Italian Restaurant &
Grill nseUUIARNITAT1aRYTEANTaNelIved American customer Satisfaction Index (ACSI)
Fornell et. all. (1996, p. 7 - 18) 83U1871

3.1 AnuAIANIsvesgnAn (Customer  Expectations)  aztfutiadedifinua
HUUDIRDAMNINAUALATUTNNS (Perceived Quality) LU ANMUAIANTINIUTAYIR AUAIANTS
fUsIAN ANUAIARIEUNITIIUINNT AnuAanTsuALsInsIlunsEsne s



3.2 YUUBIWNBAUNMNEAUAMALUINIT (Perceived Quality) xUBITIAMAINUDS
duAuazn1sliuInIsang q Tumuigaudusiawasiaiagdelunield wazaunianis
UuLBIAUAMAUA AT UTNTT Neaesladeagihlimifinnansenusie YuLoIUANAIYEIEUAT
LazUIN13 (Perceived Value)

3.3 YUUBINUAMAIVBIEUAALUINTT (Perceived Value) ANUANAT ANTIAT
a = @ a1 Yo Y a = ' & ) v | 1 oA
ngaydeludunimanelalifiuduslnanselil srumsanudaeumazdamansenuagieiaiiiaald
g4 anuilanelalagTinvesdumuasuinisvedgna (Customer Satisfaction)

3.4 AuianalavesduAlazuIn15veIgneA (Customer  Satisfaction) @9

) v & I v o = 1 . . 2 1 v oA o8 v
ansadn Iaduadviiaanuiisnelavesgna (Customer Satisfaction Index) Fepdutiazyinly
= = Yy a & U sav v Y Y = = I3 a &
nywiianuiisnelavesgna nilunadnsnlaunnaeiu mngnAadanuienelafaziiady
ANUANAsiaAUAWAZUIN1S (Customer Loyalty) wagymnandibifanelasziinlunisuusii
(Customer Voice)

3.5 AUAnFdeduAILazUINNT (Customer Loyalty) feandilauiisnelase

AU WAZUINIT

3.6 M3uuzi ( Customer Voice ) Asgnaliifisnelasoduauazuinig

Customer

Perceived
Quality
HMJJQQQMI]’]W

Voice

ANSLULUN

Perceived Overall

Customer

Value

Satisfaction

3U3IBIANAN \
AMURNINDLA

Customer
Customer

Expectations
AIUAIANIINDNIS
1SS

Loyalty
AUANG

AWA 2.1 nsaULLIARMUISY
1w Fornell et. all. (1996, p. 7 - 18)



2.5 @UNAFILUIY

MNuUUTRestisiu amnseaTy auyfigny veamsidulawd Ae

H1: m’mmmwﬁ'ﬁGiaﬁmﬁ’mmmi%mqr]ﬁ’l (Customer Expectations) fnalumauan
FOYLLDIAMNINUINTVDIIUBIMNTVBEIIUINNT (Perceived Quality)

H2: A21uAAnTsrauIn1si1ue1MTUeIgnAT (Customer  Expectations) WaAgza/used
AMNINUINNTIIURIMNTVRIGNAT (Perceived Quality) danalunisuinsie yuueIAmAIvRY
UIN1551U0M5V89gNAN (Perceived Value)

H3: AruAAnissiauinisiuemsvesgnal (Customer  Expectations)  3usadsie
ANAINUINITIIUDIMNTVBIGNAT (Perceived Quality) WATINNBIAMAIYBIUINITIIUINNS
999NN (Perceived Value) dssaluvmauinsde anuilenelalassiuvesuinisiuemsiigndn
165U (Overall Customer Satisfaction)

Ha: poufiawelalnesiuvesUinsiuesfignAléisyu (Overall Customer Satisfaction)
danalunnsuindenisuuzdl (Customer Voice)

H5: powfiawelalnesiuvasuinsiuesfignAnlsisu (Overall Customer Satisfaction)
wazn1suuri (Customer  Voice)  danaldauindennuinfneuInisiuemisangnan
(Customer Loyalty)



UNN 3
= ada o
seilaulsIve

3.1 FaudunsITY
Tums@nwides “msiuinunmiuanusnfiveanisliuinsgsfiouemsdnideuly
FminUszaudsdus” finguszasd (1) iileAnuiiadeidmasionisiuinunmiuanuindves
nslunsgsiaiuemsdnidouludmiauszauAidus uay () leussiduauiieawsla
Y8an15UIN15gIRaTINemsdn Ay ludmindszaivasdusuazairenvtiilsouiigunis
SuiaunmiuanudnalunsliusnisgsiasuemsandeuveIiIu Peppina La Villa fuiu
Andreas Italian Restaurant & Grill TudsninuseaiuAsdus WnseuiunTidealsinu lned
\nsesilefltlun1sidy Aeuuvasunuriuszuueeulal Bos “mssuiaanmiuaiuindves
msliuinisgsieduemsdnieuly SwminUseaiudsdus” wuweeniu 3 aeu
oufl 1 azvieutoyadiuynnavesimeuluUasUAIN Usznoufe na 1y aanuam
3w 918w sgldraiieu uagAldinelumiuusemuensuenthusenss
Aeufl 2 azviounnAnssuvesuilanain 6 danu
noufl 3 anidunnsta 5 sdunuy Likert Scale fail
1. 53U 1 = laidusheeehad
2. 589 2 = laduiudog
3. 5e0U 3 = liuaninauAniu
4. 52AU 4 = Wiude
5. 5¢6U 5 = Iiuseegnabs

e

Y

e insU 903998619 9 AUNTIULLIAATDILUUTIADITONIUINE UTznoume 6

1. YUAIARISRORUAILAZUINIS

2. yunpsvRMIHoRmAMALA LA UINS

3. pauAvesaufuazUSAsAviulasy

a. prwfiewelafivinulasuannnnslduinig

5. vimwpeditgmilinelafunisusnng

6. YinulAuANAlUAUAMTIUTNS

n15ATIzRtade (Factor Analysis) f2835n153tAT18RUa98uan (Principal

Component Analysis: PCA) Lazn153tA13% Cronbach Alpha  wagyinn1snageulIsuiiisy
Y9duang 9 unmuanYMENIIUIZEINg  AUN1TAERUMEIS Independent  Sample



11

t-test dnSUNIIVAADUANUAUNUSTENINFIMUT 2 NqU Uag One Way ANOVA d@1wsunis
NAFBUNINNTY 2 NFY LAENITNAABUANNAFINYENIUITY ANTUNTNAZUMENITNIANEDA
andwsius (Pearson Correlation)

3.2 Us¥INININITIY
nqusegefilflumsfnuasalfiselaldBnsinunndusogdunsdinudenis
dus1eg19 wuudund ( Stratified Sampling ) TngnismunudeyaainuuudeuausnuszUY
saulall
MsutsUszansngusegiaduyanarmluiinldvinsiuemsdnndou Sui 1 fe
11 Peppina La Villa ¥afiu wazduil 2 Ao $1u Andreas Italian Restaurant & Grill Tuium
FrfnusearuAidus Tnesusudssrnanguiiegsldiomadiuin 421 au Faduyanaly

¥ '
=

NUT DWNDIITAU FIMTAUTEIVATTUS WazUNNDUNLIRNNUNNIVN INSLAZINIF1R

M13199 3.1 UsEyINIngusiiegs

2

T Peppina La Villa Andreas Italian
MINAU Restaurant & Grill
ﬁaﬂﬁaﬁluﬁuﬁ 9.92%u 152 139
fondouanivudl o shiiu 64 66

1: MNMsguaeUaNUTEY NS FUUTEN e mnsludLne i

fdeldutssernanguitesnaiu 2 nau fe fendeluiuil o shiu wasdendeuon
fiufl .5y (Invieflewhsiiuiifarilnowasssnend)  osindagtuferdeluiiud
0.9y ferieefidne Augiunndssnanuazuisuiioglu o fiiu fwmiauszaruAidus
UspinAlngidusiuounn sanuuuiesmaesnassatundgsansilne faduiadulsafu

'
o w a

drfgyanunsadnudnseilidnfoauuigiuluaidele

3.3 memseideyaduysiidrsald (Factor Analysis)

nsAnwasaimaiutoyalnemsdnidennguiedndludnunzdulneaznnuas sy
5 Teyalaonislduanuuuasunuszuvesulal denguiegraduyanamlufiulduins
$uemnsBadey $1u Peppina La Villa %3 uay 591 Andreas ltalian Restaurant & Grill
TuwpdandnuszaIuAstus

Faunsiadananldiiunismeaeuganinauindedold lagnisitasigitade
(Factor Analysis) Ae35n15A513%UT81aN (Principal Component Analysis: PCA) wagn1s
34A52% Cronbach Alpha fauanslunisnedl 1 uazansnefl 1 wanamanisinsizitads (Factor
Analysis) warAudedeld (Reliability) veswuvasuauszuveaulall ﬁﬁﬁmﬂﬁﬂqmdw 0.7
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F90UN15aLaUIN KWUUABUNIUEINNTAIAGILUIIINNTOULLIANYDIMUUT A0l Ae LNy ay

waziBotioldd nausegwonduiieganfvesusyyng

M19199 3.2 MyiATzidade (Factor Analysis) wazastiedisls (Reliability) vewuuaauna

AMNT
tems Fact.or % Total Cronbach

Loading Variance Alpha

ﬂ'a'mmﬂ‘m"i'wa\‘ignﬁ"] (Customer Expectation) 0.5460 0.7915

SAV1RDIDY 0.6010

HAuveu 0.7404

AV INAYEIAVDIA T 0.7567

Anusalunsliuinag 0.7901

WHNULALANN 0.7897

LUUBIADAMUNINUINS (Perceived Quality) 0.5510 0.7951

AR 0.6657

HAuveu 0.7813

AV NAY O IAVDIAO T 0.7299

srozalunIsTosuUTNALINIgEY 0.7720

WinuIALEN N 0.7568

JuUBIABAMUAT (Perceived Value) 0.6559 0.7377

FIANVDIAUAIAULALNZ AL 0.7570

AudiilasuduaiuRuiiangly 0.8351

UImsldFuAnAfuRuiisnely 0.8350

ANUNINB1ARBU3N1S (Customer Satisfaction) 0.6020 0.8670

JAYIFA 0.7076

FIA AU ZEL 0.7706

USN5TIALED 0.8275

wiinauAlidnssinuanm 0.7929

Wﬁfﬂmuﬁiﬁﬁmigﬂé’aa 0.7990

AL DINVDIENIUT]

0.7523
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A99d 3.2 (519)

Factor % Total Cronbach

ltems . .

Loading Variance Alpha
AsLUzUT (Customer Complaints) 0.7730 0.8528
Tomaiviuazventlgymiulusadanishuiediideatos 08827
Tonafiviuazuendgmiuldinuiivinidn 0.8837
Iamaﬁvim%umﬂmmﬁ?ulﬂé’ﬂmmimﬂﬁ%’uif 0.8711
AUANAYBIGNAT (Customer Loyalty) 0.7502 0.6662
viuazvensedsd q vihuldsuannsldusnsiisuly 0.8662
fapuiivinudan
Tupdedelurudmadenldusnsvesd 0.8662

devinmsiesginnuidedeldveauuasuniusam 2 Sunuitesdusznauiaded 1
supumariwesgnd dandulssanssening 0.7901-0.6010 Inederauitanusimsily
nsliuints  fanadedeldunnilandisadutsydns 0.7901 Sefiotniminvasiadvegly
seiUf Tuvauil defauisanieses fmudedelsipsiigaseedlszans 0.6010 Faini
nasifisadniios fedriminuestiadveglussduneld

d1m3U % Total Variance vesusinzaifAlsznauaunIneduleauiuwlsvesdadinny
1§ sisdu 05060 Fehminasiiendntes foidenuiumosdemnulussdusznovily
s weld wiraudesuvesuuuasuauoglusesiud Inedandulszansie 0.7915

psAUszneutlade 2 Muypmesdenunnsliuing fladuuseanssening 0.7813-
0.6657 Tngdoranuirsiannuven finuidedelduniigasedulseans 0.7813 Fafiodn
ihuinvesdadveglusedud lusaed defnmiisandd faudedoldtiosfiandasen
HuUseAnS 06657 Fwnniunasidsadnies fetiminuestafvegluseduneld

dm3U % Total Variance veusiazaiAUsznaua1nIneduIgauiuwlsvestafny
1 vhadu 0.5510 Fsnninusifteadntes fedrdaruiuusvestesniuluesdusznouily
seiumeld uiAAudesiuvesnuvasunwegluseAUR Tneilrnduyszavsaa 0.7951

osAUsznautladed 3 sunnossenmAn flrnduUsAnSsening 0.8351- 0.7570 Tsdie
1 dnnvestiadveglusedud via 3 dodnnm

d1M3U % Total Variance vadusiarasfUsznauausnesuIeauiuwlsvetomniy

[ '
Y o

16 e 0.6559 Fwhmiunasidisadniios e iinnuiunlsvesdemanilussdusznouily
sesuweld uiAANudeiuveauuasuaweglustAUA Tnediandulszansia 0.7377

psAUsznauladed 4 duanufianelarenisuinis feduuseandsening 0.8275-
0.7076 Fsftot dminvestladueglusedud v 6 dornu
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#1%SU % Total Variance ¥8a#araiAlsenauanuIsaasu18AINUNLLUIVaItoA101Y
1§ 598U 0.6020 Fesniunasiiisadntios oiflaudundsvesderanulussdusznauiily
sesuweld uiAANudesiuveauuuasuaweglusEAUR Tneianduszansaa 0.8670

aerUsznoudaded 5 srunisuuzih farduuseanisening 0.8837- 0.8711 Fediaq
thwitin vestladvegluseduf a 3 dedinu

d1m3U % Total Variance v83ilsiagaiAlsenauaIuIsnesu18ANURLLUSY8ITDA101Y
g¥adu 0.7730 sTfaasﬂuszéﬁ’Uﬁmmfjﬁm 0.700 Befianuiundsvestomanilussdussnoud
Tusgdud wazArudesiussnuvasunweglusysufiuiy Tneiliduuszansie 0.8528

osfdsznoutladed 6 fuanufnivesgndn faduszavsegd 0.8662 a2 Tasnnu
Fedoin ﬁﬂuﬂfﬂ%aﬂﬁaa@mzﬁuﬁ

d115U % Total Variance 10sagnIAUsznauaIdITneduIeaNUALLUSURIUDA101Y
e 0.7502 Feagluseduiinnndne 0700 feinfinnuiuudsvesternulussdussneuil
Tuszaun Lwiﬁhm’mL%aﬁwuaﬂLLuuaaumma&ﬂuigﬁUWdGﬁ Tnefirmdudsyansiiies 0.6662 M
N1152AU 0.700

Flovhmsliesgyivnesduszneu wuin mnufiawslasieu3nis (Customer Satisfaction)
fAnndesiuvesuuuasuauinniign fidnduuszans 08670  Tuvaziianuinfvesgnd
(Customer Loyalty) :ﬁﬁﬁmqm%aﬁwﬂaqquaaumuﬁaaﬁqm AienduUszans 0.6662 Taily

ANTIUDDIMUVADUNNI ALY A L USZAUR

A5199 3.3 MTIAT1e%U8 (Factor Analysis) uazanuiiediola (Reliability) vesiuvaauauves
39U Peppina La Villa #a#u

Factor % Total Cronbach

oS Loading Variance Alpha
ﬂ'a’mmﬂ‘mﬁ'waagnﬁ'ﬁ (Customer Expectation) 0.4962 0.7441
SAV1RDIDY 0.5540
AU 0.7280
AV INAYEIAVDIA LT 0.7030
Aanusalunstiuinag 0.7614

WHNULAILANN 0.7551




Aed 3.3 (10)
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tems Fact‘or % Total Cronbach

Loading Variance Alpha

LUUBIADAMUNINUINS (Perceived Quality) 0.4788 0.7256

VAR 0.6970

fpuviou 0.7858

ANNAYDIATDIANTUT 0.6244

srezaluNII0suUINMsHANmALIZE 0.6798

wilnauilaugnn 0.663

JuNBABAMAT (Perceived Value) 0.6331 0.7062

FIANVDIFUANTI AL A 0.7581

Fuiilssuduariutundely 0.8033

UInsildFuAuAfuRuiisely 0.8242

AUNswalasau3n1s (Customer Satisfaction) 0.5792 0.8540

AU 0.7573

FIANAUNZ AL 0.7670

UIN19529157 0.8243

wiinnuiliuimstiauanm 0.7732

wilnswdilusnisgnies 0.7619

ANAYaIRvRsAALT 0.6751

AsLUzUn (Customer Complaints) 0.7934 0.8695

Iamaﬁvim%uaﬂ{]iyjmﬁ?ulﬂé’a;ﬁ’mmi%ﬁuﬁa;f{ﬁlﬁm%’m 0.8954

Tomaiivhuazuendgyiuludeuiiviuidn 0.8887

Tomaiviuazvenilamiulugianssmelisug 0.8881

AUANAYBIGNAT (Customer Loyalty) 0.7451 0.6572

viuazvensedsd q fivihuldsuannsldusnnsiisuly 0.8632

fapudivinugdn 0.8632

Tunssdoluvinudnsdanlyusnisvessiu

A o a ¢ A Y o . ) v a ]
Wevhnsangianuieiislaresluvadauniy 514 Peppina La Villa Wi wuin
asRUsznauladed 1 AuanuAIanisegnan denduuseanssening 0.7614-0.5540 lagte
° \ & Y a ~ A oA P a ) Y a a & A
A101IIANTIASUNIUENT TRuwedielauinfigasieAduysedns 0.7614 Fadiedn
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ihntnaestiafveglusedud luvnedl dofmauirsanfedos danudedeldteniiandiod
fusyAnS 05500 Fashndunasei feintviinvastladvegluseduneld erafumazgndlly
ANANISNUTAYIRLINUN

d93U % Total Variance vadusiazaiAUsENoUaIN13083UIEANURULUTYDITDA1A Y

1@9198Y 0.4962 FIRNININLNUI DoINHANUEULUTVTRITaA N NlusIRUsEnaUdlusEAUND LY

wsiFAMIgeiuveLuUaeunagluseaud Ineiliduyseansae 0.7441
aaAusnauladen 2 AuyutewonunmMMsiuInTs Srduuseanssening 0.7858 -

a

0.6244 lagad1aruinlinnuneniinudeelauiniignsieaduyssdns 0.7858 Fediod

Wmiinvesdadueglusyaud luraed dediniudiauazeinvesaniun danueielmioy

a

NaaderduUssans 0.6244 Taininnasiiisndntes tednhwtdnvesdadeegluszduneld

9

d1m5U % Total Variance U9l#agaiAUsEnouaIuITaeduIgANURULUSURIUDA101Y
I§haau 0.4788 Feninasiiisadnies Sediianuiundsvesdormanlussdussnauiily
syaunaly LwiﬁhmfmL%ﬁwumLLuuaauawuagiuizéﬁ’Ua lagdaduyseansag 0.7256

psAUsznautladed 3 Musuuesronmel JAnduuszavEsewing 0.8242- 0.7581 Faflo
Tntnvestafvedlusedud s 3 dafony

g3V % Total Variance v89llsaraiAlsenouauIsa8su18ANNNLLUIVBITDA101Y
gy 0.6331 Fasniunaeiiisadniios Sedilauiuulsvestoralussiusenauiily
syiumeld uidAnudesiuvesuvasunuegluseiud Tneflnduuszansie 0.7062

serUsznauladedl 4 sunuitanelasenisuinis darduussdnSszwing 0.8243-

0.6751 lagdamauinuinissinss danudeieoldunfigaseduuszdns 0.8243 Jedioi

1%
o Y

wniinvestaduegluseaud lurae Jadininiinnuaseinvetaniun danueielitoy

'
=

NaaderduUseans 0.6751 Fainiunasiiisnintes fednihminvestadvegluszduneld

9

d1M3U % Total Variance vaeusiazasAUsznauausnesuIenuiuwlsvestomniy
1§iadu 0.5792 Fwninnsiiiendntios fodfaruiuudsvestermanilussdusznouiily
spiumeld uiAAnudesiuvesnuvasunuegluseAuf Tneflrnduyszavsaa 0.8540

sAUsznauiaded 5 sunsuugid SAnduuszaAnssgning 0.8954 - 0.8881 Faiiein
thwiinvesiladvegluszdud fis 3 dosinm

AU % Total Variance vaeuiarasAUsznauaIuIsnesuIgauiuklsvestomniy
IéieAn 0.7938 Tsogflusedufinnningn 0.700 dedfirnufuudsvesdarmaniluesdlszney
iflu 20 wazAamdesiuresuuuaeuaweglussiufduiy Tasdendudsyansis 0.8695

padUsznauliaded 6 dumnudniivesgndn Slendissansogil 0.8632 a2 Tokinw
Fafledn dntinvestiaduogluszud

d1M3U % Total Variance vaeuiarasAUszNauausnesuIeauiuwlsvestomniy
Iisdn 0.7451 Tsogfluseduilinnnindn 0.700 fedfinnuiundsvesdemanilussddszney
lusedud uwirmanuidosuveuuaounuedlussduneld Tnefandudsyaniifios 0.6572 o

ASEeU 0.700
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A o a ¢ & \ ° . a A o
LQJ@V]']ﬂqﬁjLﬂﬁqgﬂnﬂ@Qﬂﬂigﬂ@U WU NMTLUEUT (Customer Voice) UAIAINULTDUU

YBIMUUADUAINUINTAR NAFUUTEENT 0.8695 luvziinuinAvesgnal (Customer

A v

Loyalty) fimanuiesiuratiuuaauniuiosiian Neduussdns 0.6572 nsllunnsiudiodn
wuvdeunuimnuuieielaluseaun

5197 3.4 MTIAseRtady (Factor Analysis) Laganud@eials (Reliability) ¥esuuvaaunuves
§7u Andreas Italian Restaurant & Grill

Factor % Total Cronbach

ftems Loading Variance Alpha
mwmmn'i‘i‘umgnﬁ'ﬂ (Customer Expectation) 0.5743 0.8144
SAV1RDIDY 0.6286
HAuveu 0.7457
AV NAYEIAVDIAO T 0.7864
Anuslunistiuinig 0.8060
wilnauiiaugnn 0.8076
guuawiaqmmwu%ms (Perceived Quality) 0.5983 0.8313
JAYIFA 0.6657
HAuveu 0.7823
AV NAYEIAVDIAO T 0.7781
5¥881a1lUN15I0FUUINITHANNINSEL 0.8286
WHNULAILANN 0.8027
JuUBIADAMUAT (Perceived Value) 0.6725 0.7548
FIANUDIAUATIAULAINZ AL 0.7642
AuitlisusuaiuEuiaely 0.8536
UEnsldsuduaiuRuiiangly 0.8395
AMuNswalasiausnis (Customer Satisfaction) 0.6144 0.8732
JAYIRAR 0.6554
INANNAUTEY 0.7707
US55 0.8345
wiinauiliuimsdauanm 0.8013
wiinsudliuinisgndes 0.8229

AUAYDINVDIADUN 0.8045
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A9edi 3.4 (o)

Factor 9% Total Cronbach

ftems Loading Variance Alpha
A15uuzd (Customer Complaints) 0.7430 0.8264
Tomaivhuazvendgymiuludadnnisiuniediiisatos 08621
Iamaﬁvim%uaﬂ{]iyjmﬁ?ulﬂé’ﬂﬂuﬁvimfﬁﬂ 0.8738
Tomaiivihuazuendgyduludianssaslizug 0.8498
AUANAYEIANAT (Customer Loyalty) 0.7533 0.6718
viuazuendedsd q fviuldsuannisidusnsisuly 0.8679
fapuiivinudan 0.8679

Tunssdoluvinudnadanldusnisvessiu

dlovhnslassdanuidedeldaesuuuasuaiu 511 Andreas Italian Restaurant &
Gill  wudeadUszneuiaded 1 Munuaamiavesgndn dAnduUszansszning 0.8076 -
0.6286 lnedernmimidnauiiaugnm daudedelfnniigasendulszans 0.8076
fefioimiminvestafveglusedud Tuvned dafaiuisarifeses Snrundedeldteniian
FruaduUszANS 0.6286 Fesniunaust ﬁa'jwﬁmﬁ'ﬂmmﬁﬁaa@jiuizé’uwaslfz’f o1 dunsiy
anAlallameanisiusavifuintn

#1950 % Total Variance 89aaypInUseNauaIN15085U18ANNALLUSIBIYBA0Y
1§ Wedu 0.5743 Feniunast dedauiunsvedemanalussiusenouiilusesuneld
LwiﬁhmmL%aﬁu%aaLLwaaummagiuizﬁua Tnediandulseanse 0.8144

psAUsznoutiaded 2 MusmuesdenmniwnsliuInig Serduseanssening 0.8286 -
0.6657 Tnedarauinszeznailunssesuuimsiimnumanzay danudedslsunniiansen
fuUszdns 0.8286 ?fﬂﬁadwﬁmﬁﬂsum{]a%’saE_ﬂuizé’ua Tuwausfl TomauInsawda fau
deeldtionflansoaduusyans 0.6657 Fuhniunumidisadntes foimntnuesiadvey
Tusgaunald

#1935 % Total Variance ¥89ilsiagaiAlsenauauIsaasuIeaANuiuLUsYeIton1a1x
Igviadu 05983 Gasniunaeiiisadnies Sediiauiuulsvestomalussdusenouiily
seiumeld widAnudesiuvesnuvasunueglussAUR Tneilrnduuszansis 0.8313

osdUszneutiaded 3 suspmesionmAn TAduUsEaNEIEINg 0.8536 - 0.7642 Tsiie
dwﬁwuﬂmmﬂﬁaaﬁmzﬁuﬁ W 3 Foraw

d1115U % Total Variance 109usiagpInUsenauaIuIsnaduIganuAuLUsUealon1a1u

19971981 0.6725 @apnInaaiieaantes dadndnuiuwlsvestemaiulusssusznauillu

[y

sgauneld widnAaeliuveLuUdeUNLaglusEAuA InslimduUsyansie 0.7548
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serdsznouladed ¢ sruaufianelonenisuinng SaduUszanssewing 0.8345 -
0.6550 Tagdemaiuinuinmsniad Smnudedeldunnilandedulsyans 0.8345 Failed
huiinvesiafuoglusedud Turned dodianudisandd deudedeldosiigniaen
SuUseAvS 06550 Fahninaifisadntios feiniminvesthdveglussiuneld

d15U % Total Variance v89haaypInlsznauaId1snaduleauiuLlsIestanIny
I§haa 0.6144 Fasninasiiisadniies Sefianuiundsvestomanlussdussneuiily
SEAUNDLY LLGiﬁhmmL%ﬁwumLLwaaumuasﬂuizﬁUﬁ lnedianduuseansg 0.8732

aarUsznautladed 5 dunisuuzi danduusyansszwing 0.8621 - 0.8498 Fediai
thwiin vestiadueglusydud i 3 ea

d1m35U % Total Variance Y89llsiagaiAlsenauaIuIsnasuI18aANURuLUsI8Itan1a1y
IgvisAu 07430 Geagfluseuiiuanniian 0.700 dodiinnuduuusvesteranlussduseneu

Hlusedud wazArANuweuvedLUUdoUnNeglusEAuAuiY Inelrduyseanans 0.8264
aaAUsEnauladed 6 Aunuinfvegnan deduyseansedi 0.8679 N2 Tor1a1y

1%
| o

Fsiiodn thninuestiadegluseud

dm3U % Total Variance va4usiarasAUsznauaIusnesuIgauiuklsvestomaiy
IgieAn 0.7533 Fsaglussuiunnninan 0.700 dehiinnudundsvesdermanilussdusenoy
lusedud uwirmanuidosiuveuuuasuniueglussiuneld Tnefenduuseavifios 0.6718 o
nIsEeu 0.700

devhmemgivnesduszneu nui anudianelaseu3nig (Customer Satisfaction)
fAAndeiuresuuuauauaniian Arnduuszans 0.8732 Tuvaziirnufnivesgnin
(Customer Loyalty) ﬁmmmﬁaﬁumaqLLwaaumuﬁaaﬁqﬂ fiendudszans 06718 vnilly
amsafoiuvuasuaiiranindedioldlusau
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uni 4
= a o
NANI1IANYIIY
4.1 msu,funLmﬂ'a'mﬁ%aa%’agamnquaaumu
Naﬂ'ﬁLLf\]ﬂLL"i]\‘iﬂ'J']ﬂJaleaﬂsﬁ@%af\]’]ﬂLLU‘UﬂEJ‘Uﬂ’]lI Gl']llﬂ'iEJ‘ULL‘Ll'JaﬂLLUUﬁWﬁ’EJ\WJENﬂW‘Jﬁﬂ‘H’]

Taglguuuaauanuungin 5 seau Likert Scale

M15197 4.1 NMTWANKIANUAVBITYAINUUUABUANTIN 2 57U

ltems i g 3 4 5 Aady

AUANANIIVBIGNAT

(Customer Expectation)

AUV IRDT0Y 0 0 10 215 196 4.44
0.00% 0.00% 238% 51.07% 46.56%

JiAuven 0 4 19 192 206 4.43
0.00% 095% 451% 45.61% 48.93%

AYINAZDIAVBIANIT 0 0 31 176 214 4.43
0.00% 0.00% 7.36% 41.81% 50.83%

AMSIUANSIAUSNS 0 3 28 207 183 4.35
0.00% 0.71% 6.65% 49.17% 43.47%

WHNULALAN N 0 0 30 167 224 4.46
0.00% 0.00% 7.13% 39.67% 53.21%

LUUBIADAUNINUINTG

(Perceived Quality)

FAYIRAR 0 3 15 198 205 4.44
0.00% 0.71% 356% 47.03% 48.69%

fAnumeu 0 1 19 168 233 4.50
0.00% 0.24% 4.51% 3990% 55.34%

AVINAZDIAUBIANIT 0 0 24 146 251 4.54
0.00% 0.00% 5.70% 34.68% 59.62%

srazalun1sIesuUsNIsianIg 0 1 45 187 188 4.33

NV VREASEY 0.00% 0.24% 10.69% 44.42% 44.66%

WHNULAINANN 0 0 32 187 202 4.40

0.00% 0.00% 7.60% 44.42% 47.98%




A1519% 4.1 (o)
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ltems 1 2 3 4 5  Auade

JuuRIRBAMAT (Perceived

Value)

'ﬁqﬂ']sUaQaUﬁ']flﬂ'J']ﬂJLﬁiﬂgﬂiJ 0 1 10 214 196 4.44
0.00% 0.24% 2.38% 50.83% 46.56%

Fuiilssuduariutuidely 0 0 25 140 256 455
0.00% 0.00% 594% 33.25% 60.81%

UInsildFuAuAfuRuiisely 0 0 19 155 246 453
0.00% 000% 4.51% 36.82% 58.43%

aMuNswalasausng

(Customer Satisfaction)

FAYIAR 3 0 18 180 220 4.46
0.71% 0.00% 4.28% 42.76% 56.26%

FIAAUTEU 0 0 23 156 242 4.52
0.00% 0.00% 5.46% 37.05% 57.48%

USN5TI0L52 0 3 29 147 242 4.49
0.00% 0.71%  6.89% 34.92% 57.48%

wifnsudluinisfiauanm 0 4 33 182 202 4.38
0.00% 095% 7.84% 43.23% 47.98%

Wﬁmmﬁiﬁﬁmigﬂﬁm 0 0 42 162 Y 4.42
0.00% 0.00% 9.98% 38.48% 51.50%

ANNAYDIATDIANTUT 0 0 38 YNSRI v 0
0.00% 0.00% 9.03% 38.95% 52.02%

n1swuzn (Customer

Complaints)

Temaiivhuazuendaymiuluss 3 9 21 182 206  4.38

finmsuvideriinendos 0.71% 214% 4.99% 4323% 48.93%

Iamaﬁvi’luﬁlzuaﬂﬂﬁgmﬁ?ulﬂgﬂ 2 6 Vi, 158 233 4.46

AuTviugdn 0.48% 1.43% 523% 37.53% 55.34%

Iamaﬁmuwuaﬂﬁﬁgmﬁ?ﬂﬂé’a 1 10 24 149 237 4.45

assauelvsug 0.24% 2.38% 570% 3539% 56.29%
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A1519% 4.1 (o)

ltems 1 2 3 4 5  @uade

AUANAYRIRNAT (Customer

Loyalty)

Ve Uensedan o ivuldsu 0 0 18 177 226 4.49
gnmslduinisfisuly 0.00% 0.00% 4.28% 42.04% 53.68%
fapuiivinudan

Tuadseluvhudmadenlduins 0 0 28 137 256 4.54
Y851 0.00% 0.00% 6.65% 32.50% 60.81%

NAITNN 4.1 57U Peppina La Villa  hi#uUTsuisuiu 51U Andreas  Italian
. Y& ° S 1Y ! = | oA ) A & v '
Restaurant & Grill uandlviliiuin Ameuninguiegradeningdiulngegfiseiu 5 Asiiunigetn
89 (Uszunadosaz 50 - 60) lnedseaun 4 fe Wiume (Ussunadosas 30-40) Wuszaundenunn
Juduiufiaes nadenan aviewdn ngusegslaedilvaifissaunnufnamiuluEesn o 1o
wusTuwuvaevanulussruiussedneds Asulvlumaiiumedudediaudig 9 wagAauni
a PN ) ' ' " A a Y ayvy ¥ 1w a a. a
pnuduniigatuladeyuuessianna (Perceived Value) Ao uiflasuAuariuiunaisly wie
P ° Ao Ao a Y] ] a . . 2
9g 4.55 uarAnniianudigaludadeyusewianunInuIng (Perceived Quality) fi®
szggnauNTIesuUTMslianuingay Wwaegh 4.33

A13199 4.2 NTLANKIANUDVBITRYANKUVADUAY ST Peppina La Villa Wiy

lterns 1 2 3 4 5 Al

ﬂ'ammw%'asuaagnﬁ'ﬁ

(Customer Expectation)

JAYRDI08 0 0 5 96 115 4.51
0.00%  0.00% 2.31% 44.44% 53.24%

fAnumeu 0 4 59 81 126 4.52
0.00%  1.85%  231% 37.50% 58.33%

ANUAZOINIEAUT 0 0 9 83 124 4.53

0.00%  0.00%  4.17% 38.43% 57.41%

ANuLslunislyiusans 0 3 6 98 109 4.45
0.00% 1.391% 2.785% 4537% 50.46%
WiinauIANEN N 0 0 9 78 129 4.56

0.00%  0.00%  4.17% 36.11% 59.72%




AM519% 4.2 (o)
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ltems 1 2 3 4 5  duade

LUUDIADAUNINUINTG

(Perceived Quality)

FAYIAR 0 3 8 87 118 4.48
0.00% 1.39% 3.70% 40.28% 54.63%

1Auveu 0 1 9 68 138 4.59
0.00% 0.46% 4.17% 31.48% 63.89%

ANNAYDIATDIANTUT 0 0 6 60 150  4.67
0.00% 0.00% 278% 27.78% 69.44%

srEzIaluNIII0sUUTNISH 0 1 12 99 104 4.42

AINULKUNT AL 0.00% 0.46% 556% 45.83% 48.15%

wilnauiiaugnn 0 0 5 94 117 4.52
0.00% 0.00% 231% 43.52% 54.17%

JuuR9RaAMAT (Perceived

Value)

FIANVDIAUANTIAULAN AL 0 1 5 101 109 4.47
0.00% 0.46% 231% 46.76% 50.46%

Fuiilssuduariuiuiaely 0 0 12 56 148 4.63
0.00% 0.00% 556% 2593% 68.52%

UInsldFuAuAfuRuiisnely 0 0 4 65 147 4.66
0.00% 0.00% 1.85% 30.09% 68.06%

AMuNswalasausng

(Customer Satisfaction)

FAYIAR 3 0 6 81 126 4.51
1.39% 0.00% 278% 37.50% 58.33%

INAARUTEU 0 0 15 59 142 4.59
0.00% 0.00% 6.94% 27.31% 65.74%

USN1557AL57 0 3 11 69 133 4.54
0.00% 1.39% 509% 31.94% 61.57%

wifnauiliuinsiinuanm 0 4 8 85 119 4.48
0.00% 1.85% 3.70%  39.35% 55.07%

Wﬁmmﬁiﬁﬁmigﬂéfad 0 0 12 80 124 4.52
0.00% 0.00% 556% 37.04% 57.41%
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al a v v . . v a
13199 4.2 ﬂ'ﬁLLf\]ﬂLLQQﬂ?WNﬂsﬂaﬂﬁUaaaﬂqﬂLL‘UUﬂ@‘Uﬂ']lI U Peppma La Villa 313U

lterns 1 2 3 4 5 Al
AMUNINB laRaUSNS
(Customer Satisfaction) (59)
AVINAZIAVBIANILT 0 0 9 80 127 4.55

0.00% 0.00% 4.17% 30.04% 58.80%
A15uUzUn (Customer
Complaints)

Tomaiviuasvondgminlugs 1 ;i 10 70 128 447
fiamsiumsediifedos 0.46%  324%  4.63% 32.41% 56.29%
Temafiviiuazvengmiilugs 1 4 1 56 144 456
Auiviugdn 0.46%  1.85%  509% 2593% 66.67%
Iamaﬁﬂm%uaﬂﬂ@mﬁ?ﬂﬂé’a 0 8 9 65 134 4.50
anssauelvsug 0.00% 3.70%  4.17% 30.09% 62.04%
AUANAYRIRNAT (Customer

Loyalty)

viuazuendeds q fiviuldsu 0 0 10 82 124 4.53
MnnsTiusnsiguly 0.00%  0.00%  4.63% 37.96% 57.41%
fapuiivinudan

Tundadoluvihuinadenld 0 0 16 48 152 4.63
Usnnsvesiu 0.00% 0.00% 7.41% 22.22% 70.37%

1NM1597 4.2 $7 Peppina La Villa iy wansliidiugn ﬁwauﬁmjuﬁ’aasjmaaﬂima
dlnajogisesv 5 Aeifiudieognsda (Ussanuiesas 50-70) Taedlseduil 4 fe 1iusie
(Wszanaidesag 20 - 40) Wusgduidenunidusuduiiass nafana axvioudn ngusedlag
dwlngisziuanudamiuludese 4 vesulslunuudeuauluseiumiuieeg st aeuly
Tumaudefudedaiudg q uazdamfidanufundigaluiadoysumesionaninuing
(Perceived Quality) fio Amwazeavesanuil Wdeegi 4.67 uazdnuidauinifigeluiade
ABIHBATINNUINS (Perceived Quality) Ao szoznaTluMsIOIUUINMSTA MmN AN 1ade
oejfl 4.2
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M19199 4.3 NTUANUIIANUNVBITBYAIINWUUADUNIN3 T Andreas Italian Restaurant & Grill

lterns 1 2 3 4 5  Auade

A2NUAIANTIVDIGNAT

(Customer Expectation)

SAVIRDT0 0 0 5 119 81 4.37
0.00% 0.00% 2.44% 58.05% 39.51%

fAuney 0 0 14 111 80 4.32
0.00% 0.00% 6.83% 54.15% 39.02%

AYINAZAVRIANIT 0 0 22 93 90 4.33
0.00% 0.00% 10.73% 4537% 43.90%

AMSItuAsuSNS 0 0 22 109 74 4.25
0.00% 0.00% 10.73% 53.17% 36.10%

wilnauiiaugnn 0 0 21 89 95 436
0.00% 0.00% 10.24% 43.41% 46.30%

LUUBIADAUNINUINTG

(Perceived Quality)

SEAUVIFA 0 0 7 111 87 4.39
0.00% 0.00% 3.41% 54.15% 42.44%

fAuneu 0 0 10 100 95 4.41
0.00% 0.00% 4.88% 47.78% 63.30%

AYINAZDIAVRIANIT 0 0 18 86 101 4.40
0.00% 0.00% 8.78% 41.95% 49.27%

sroIanlunIesuUSNISa 0 0 33 88 84 4.25

AT E 0.00% 0.00% 16.10% 42.93% 40.98%

wilnauiiaugnn 0 0 27 93 85 4.28

0.00% 0.00% 13.17% 4537% 41.46%
yuua9ranuMA (Perceived

Value)

sImvesAUAdANIINZE 0 0 5 113 87 4.40
0.00% 0.00% 2.44% 55.12% 42.44%

Fuiilssuduariuiuidely 0 0 13 84 108 4.46
0.00% 0.00% 6.34% 40.98% 52.68%

Uinsildduduendutuiidely 1 0 15 90 99 440

0.49% 0.00% 7.32% 43.90% 48.29%
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A9197 4.3 (519)

ltems 1 2 3 4 5  Auade

aMuNswalasausng

(Customer Satisfaction)

FAYIAR 0 0 12 99 94 4.40
0.00% 0.00% 585% 48.29% 45.85%

IR LAY 0 0 8 97 100 4.45
0.00% 0.00% 390% 47.32% 48.78%

US55 0 0 18 78 109 4.44
0.00% 0.00% 8.78% 38.05% 53.17%

wifnauiliuimsiauanm 0 0 25 97 83 4.28
0.00% 0.00% 12.20% 47.32% 40.49%

wiinnuiliuinisgndes 0 0 30 82 93 4.31
0.00% 0.00% 14.63% 40.00% 45.37%

ANAAYDIATDIANTUT 0 0 29 84 92 4.31

0.00% 0.00% 14.15% 40.98% 44.88%
AMSUzU (Customer

Complaints)

Iamaﬁﬂm%uaﬂﬂ@mﬁ?ﬂﬂé’a 2 2 11 112 78 4.28
fiamsumsediifsdos 098% 098% 537% 50.63% 30.05%
Temaivihuazuendaymiuluss 1 2 11 102 89 4.35
Auviudn 049% 0.98% 537% 49.76% 43.41%
Temafiviiuazvengmiiulugs 1 2 15 84 103 4.40
ansnsauglisu; 049% 0.98%  7.32% 40.98% 50.24%
AUANAYRIRNAT (Customer

Loyalty)

vuazuaneedd 4 iviuldsu 0 0 8 95 102 4.46
sl uly 0.00% 0.00% 3.90% 46.34% 49.76%
fapudivinugdn

Tundsdelurudinudentd 0 0 12 89 104 4.45
USM3U8937U 0.00% 0.00% 585% 43.41% 50.73%

NI 4.3 571U Andreas ltalian Restaurant & Grill wandlitiiugl Ameufingudedis
denlay dulugjegisvau 5 Aeliumeatnegs (UszanaSesay 50-70) Ineflsziud 4 Ao wiusie
(Uszanau Seeaz 20-40) Wusgividenunnilududiuiiass nadnan asviswin ngudietialag
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\ | Y} a @ 41' l o v 3 v A !
dndlngfisgauanudAniuluSosing q vesiuuslusuuasunulussiudiusigegeds Aeuld
Tuvaituie Autemaiusng o waziaundanudunigaludedeyuussonmuan (Perceived
Value) fio upilasuAueniuiundngly ndeegn 4.46 wazladennuinfvesgnen (Customer
Loyalty) fie viuas vensedsd o ivinulasuannnisiduinsninludeeuivinuian wigegn 4.46
wuiy uagAnmniianudingaluledeanuaanivegnan (Customer  Expectation) @8

3 Y a = | ] a . . 2
AusIslunsliuims wavedh 4.25 uay YuuewannAmMUINTg (Perceived Quality) fie
szggnauNTTeSUUTMsliaingay WRavegh 4.25 wuiu

4.2 MIAATIZRAUTTMUNAUENBUENIUITZYINTAENT

naumIag 19 INNsAITIRIUUUdBUANeBUlal F1udu 421 fegrdlagdiulng
Junwanga anunwausa e1gszning 25-30 U aunsanwssaudayes e13nvinausy
599115 / S5 / ninaueessy d91elasendng 15,001 - 20,000 vnssiiou

M7 4.4 WEAINANISNANRBEYBIFILUTTMIATBILUUSIAB T UUNA LS BaIZNS
U5891N3ANAASTRINAUAIBENY UTENaumie WA 818 81T N15AnY 918ld anuninwausa
anudlunislduinisiuemns Alddelunsiudsemuemsuentiiu wagaldanglunsld
U3mssue st uazmsvageuaLLAgILhALeAveI LI NG UM LA LTS
Uszrnsmansianuuansneiumzall



A15199 4.4 NFIASIZIFILUTTILUNA LA NWUENIUTEBINTANEAT 59U 2 51U

28

ltem U Souaz AN AN ADIAN NLEIR wugi And
Fo¥w
Peppina La Villa 216 51.31% 0.8785 0.8836 0.8970 0.8825 0.8781 0.8947
Andreas ltalian Restaurant & Grill 205 48.69% 0.8320 0.8371 0.8549 0.8413 0.8350 0.8634
t-test 43032 4.2285*%*%  3.6686%*  3.4042%%*  2.7962%**  2.4863**
LA
%18 208 49.41% 0.8553 0.8584 0.8838 0.8570 0.8634 0.8906
Y9 213 50.59% 0.8563 0.8634 0.8693 0.8678 0.8509 0.8685
t-test -0.0950 -0.4426 1.2448 -0.8792 0.8001 1.7501*
anwUzN1SIIUINIg 344 81.71% 0.8499 0.8574 0.8731 0.8551 0.8522 0.8783
THusnsiisu T 18.29% 0.8825 0.8766 0.8918 0.8950 0.8788 0.8847
Fonduiu 2.2976%%  -1.3262 -1.2433  -25297*  -1.3223 -0.3952
t-test
anwaLalduInIg
AT 291 69.12% 0.8689 0.8751 0.8923 0.8823 0.8800 0.8926
fnvioadien 130 30.88% 0.8265 0.8292 0.8410 0.8179 0.8058 0.8500
t-test 3.5987*%% 38411 4.1485%**  4.9821***  45142%%*  31462%**

8¢



AN519% 4.4 (710)
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v

ltem U Fowae ANV AN ADIAN Wawala wugin AnG
91y
G(I;’lﬂ’j’l 249 105 24.94% 0.9021 0.9050 0.9247 0.9214 0.9221 0.9209
25-301 15 37.771% 0.8560 0.8538 0.8611 0.8582 0.8396 0.8640
31-401 106 25.18% 0.8241 0.8354 0.8608 0.8274 0.8176 0.8656
a1 ﬂ%ulﬂ 2l 12.11% 0.8571 0.8661 0.8953 0.8686 0.8943 0.8843
F-test 5.3935%**  4.0745"**  4.5630"*  6.5984*** 53069 2.6027**
A0UAN
1an 178 42.28% 0.8649 0.8652 0.8787 0.8673 0.8638 0.8848
duqd 05 46.32% 0.8469 0.8567 0.8711 0.8596 0.8509 0.8776
eI a8 11.40% 0.8583 0.8625 0.8767 0.8559 0.8576 0.8672
F-test 1.1870 0.2584 0.0626 0.2443 0.3043 0.3870
n1sAnw
AnInUSeyey a3 56 13.30% 0.8839 0.8920 0.9137 0.8973 0.9033 0.9152
AdafnuUSaanes/Usunes 230 54.63% 0.8491 0.8578 0.8717 0.8585 0.8500 0.8772
Sdsdnu BB yaintuld 135 32.07% 0.8433 0.8325 0.8279 0.8444 0.8420 0.7995
F-test 1.5137 1.8688 3.0384** 1.7401 1.8362 3.9584%*

6¢
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v

ltem MUY Souaz ANV AR ADAN wawala  uwueih And
1YW
Tin/inAnw 70 16.63% 0.9000 0.9086 0.9274 0.9220 0.9274 0.9411
FUTIWM/3FIAMNYNINUVNSF 165 39.19% 0.8600 0.8585 0.8707 0.8551 0.8485 0.8750
NUNUUIENLONYU 101 23.99% 0.8465 0.8554 0.8589 0.8577 0.8424 0.8540
gafvdus/Auiamlu/ sy 85 20.19% 0.8388 0.8127 0.8392 0.8484 0.8394 0.8455
wsinu 4.4033%** 37997 4.0739%**  4.6242°%*  3.7751*%*  4.5152%%*
F-test
elfiafudaifou
i 10,000 v a3 10.21% 0.9256 0.9233 0.9360 0.9516 0.9186 0.9273
10,001 - 15,000 U 93 22.09% 0.8672 0.8806 0.8889 0.8849 0.8719 0.8858
15,001 - 20,000 U 109 25.89% 0.8477 0.8417 0.8601 0.8463 0.8387 0.8716
20,001 - 25,000 U 91 21.62% 0.8599 0.8555 0.8727 0.8590 0.8498 0.8750
25,000 m‘vﬁﬁulﬂ 85 20.19% 0.8141 0.8382 0.8578 0.8172 0.8412 0.8632
F-test 7.8581%**  57240***  4.0934***  10.1538***  2.4550** 1.9969%
Alganglunissulszmueins
uanthusionds
fndn 500 U 62 17.73% 0.9008 0.8960 0.9046 0.8958 0.8911 0.8952
500 - 1,000 um 215 O IN0.7'% 0.8530 0.8565 0.8674 0.8609 0.8539 0.8808
1,000 mw’ﬁulﬂ 144 34.20% 0.8475 0.8617 0.8866 0.8549 0.8536 0.8664
=Ryt 4.5243%*  2.7436** 1.9174 1.9998 1.2600 0.5977

0¢
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ltem 31U Sowar  Aande AuAw AR wawwala  uuzdh And
audlunisldusnisiuensi
G(I;’Iﬂ’j’l 1 ﬂ%ﬂ/ﬁﬂﬁ]’]ﬁ 146 35.39% 0.8611 0.8570 0.8764 0.8593 0.8317 0.8599
1-2 ﬂ%ﬂ/ﬁﬂ@’]ﬁ 213 50.59% 0.8430 0.8563 0.8701 0.8568 0.8670 0.8879
11NN 3 ﬂ%’j\i/ﬁﬂﬂ’]ﬁ 59 14.01% 0.9102 0.9091 0.9112 0.9132 0.9023 0.9090
F-test 4.0680*** 2.5316* 1.2833 2.3483* 2.5936* 2.1087*
At elumsiduimstwesilnonds
G‘l;’]ﬂ’j’] 500 U 69 16.39% 0.8710 0.8623 0.8913 0.8738 0.8563 0.8551
500 - 1,000 um 221 52.49% 0.8606 0.8611 0.8710 0.8626 0.8503 0.8852
1,000 umn “ﬁuiﬂ 5l 31.12% 0.8583 0.8819 0.9000 0.8831 0.8883 0.8844
F-test 2.8506** 1.8814 2.2797* 2.6429%* 1.1232 0.9910
nuEne* AlpdAYnNEnR 0.1 ** dedAgn1eana 0.05  ** ddudAgyneana 0.01

e
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HANTIATIENNINAABUABIAILUT (Bivariate Analysis) ¥BIRILUTNNAITMUNATY
dnwarnsUssnnsmaninuandumsned 4.4 93 2 $1u nuihdiedsvesaniunin iunndg
fupgnaflfodidynisaid uddrudidrafuinase arua1Aniavesgnan (Customer
Expectation) 313183f8AMAINUINNT (Perceived Quality) 3yuxoiranma (Perceived Value)
ANUeNelasiauIN1g (Customer Satisfaction) N3zl (Customer Voice) uagAusinavead
anA1 (Customer Loyalty) lag51u Peppina La Villa ¥i#iu dewauinnini1u Andreas Italian
Restaurant & Grill agnsiitfudfaymeadn seiiiesaindiu Peppina La Villa siiu fuduiid
A iUszna Snvadlesaneaulnedulssinnssuaton dousulseniuemsniuuusud
audiliidssasiennuanniauegnii (Customer Expectation) imaflsnsiu inAyedanase
ANUANFAYRINAT (Customer  Loyalty) nninwAngjsegaiiuddgynieada anvaznisly
U3ns guilaaliianuaianisvesgna (Customer  Expectation)iagainuiianalasauinig
(Custorner Satisfaction) fizendutusnninnslduinmsiisiu esnumsnsndlénende
Tuiufisuneviubusiuaunn saiesfiendarsmuazinausatuaulne Sonldiiduely
fuiddfnnuddnyfunstondutu Besdnsureslduing enguarerdndunniiadodma
sotuddmeadivoay dnuarvewlivinenesuisldfullumafotutudnumenisld
U3 e amseAmendeinfisluiiuiidusuauinn Ussiuddandsenisienisdine
Funalgdgidnsinuitganitsduliyninitull aiidoyauararuilunisiuuseniu
omsdandsunnndy vliAnnsisuifieuludeseusesenmen (Perceived  Value)
LazdInanIUANAvesgnAT (Customer  Loyalty) lUlufiAmiaieaiu swldadureiiou N
ﬂa%’aﬁqmasiaﬁsﬁﬁzgwaﬁaLwiﬁdqwaﬁaﬂﬁqmﬁammﬁﬂa%aqmfﬁ (Customer Loyalty) 819
Josnidleduslaafimdsteduduazuinsfannsadodudla q Al Teilianudnidud
Afidsmasetdfynadntes Aldiglunsiuussmuemsaens Burldtiesendann
Fudaianuannisiosaniudidu enamseaufiiidedoundmdmisduduies
wnngifiiddetesiainnumenisiitosas usagndlsAnuiatafoauaianiwegndn
(Customer Expectation) kagasisiaanaamnInuInig (Perceived Quality) danasatisdAynia
atn anwdlunisliuinstemamniafedsmadetoddgmneadiveduudtadoguuede
AuA (Perceived Value) lallddsnantaidesanduilnaddslumstoduduazuinislunn o
adsitluluing Alddnglunisliuinissueims Jadefldmanndonuaianimosgnén
(Customer Expectation) kazanuisnelanauinis (Customer Satisfaction) sosasu1fatade
AuYNNBIBAMAT (Perceived Value) duwasietisdAnnivain nafanaagiaudn Useian
$ruomns Snwnizveadliuinig ey ondw swldadesdeifiounay mnudlunislduinig
Srupmvnsfiuandnaiuy drasonuninniswesgnd (Customer Expectation) tasiadsianmnI
U3N15 (Perceived  Quality) yuuadsianuAl (Perceived Value) Audanalasau3ngg
(Customer Satisfaction) N5z (Customer Voice) harAufinsvasgnan (Customer
Loyalty) Tiunnseifu
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v

ltem MUY Souaz ANV AN ADIAN Wawala wugin AnG
LWA
Y L 51.39% 0.8820 0.8910 0.9099 0.8866 0.8979 0.9200
AN 105 48.61% 0.8749 0.8757 0.8833 0.8782 0.8571 0.8679
t-test 0.5078 1.1076 1.7733% 0.5136 1.8124* 3.0027%**
anwaznslduinig
Téusnsfisu 181 83.80% 0.8773 0.8831 0.8987 0.8773 0.8743 0.8936
%@ﬂé’uﬁm 55 16.20% 0.8843 0.8857 0.8881 0.9095 0.8976 0.9000
t-test -0.3596 -0.1367 0.5187 -1.4479 -0.7595 -0.2640
anwazvalldusnig
ﬂuﬁuﬁ 152 70.37% 0.8826 0.8882 0.9063 0.8942 0.8925 0.9046
fnvioudien 64 29.63% 0.8687 0.8727 0.8750 0.8548 0.8438 0.8711
t-test 0.8888 1.0264 1.9072* 2.2063** 1.9854** 1.7377*
91y
fndn 24 T 55 25.46% 0.8897 0.8869 0.9173 0.9140 0.9196 0.9157
25-301 83 38.43% 0.8783 0.8723 0.8745 0.8715 0.8524 0.8645
31-40 1 56 25.93% 0.8509 0.8670 0.8943 0.8557 0.8423 0.8906
a1 ?.J%"IAVLU 22 10.19% 0.9268 0.9300 0.9770 0.9270 0.9662 0.9478
F-test 1.7985 2.4375%* 3.6255%** 1.9372* 2.9175** 2.5843**

ce
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ltem U Jewar AN AN ADIAN NLEIR wugi NG
#ga7UN N
|G 92 42.59% 0.8826 0.8815 0.8995 0.8913 0.8795 0.8927
GHET 100 46.30% 0.8720 0.8805 0.8933 0.8767 0.8717 0.8963
ne13INg 24 11.11% 0.8896 0.9042 0.9028 0.8733 0.8993 0.8958
F-test 0.3991 0.5578 0.1094 0.4286 0.2723 0.0191
n13ANE
MninUSanes 30 13.89% 0.8817 0.8783 0.9083 0.8819 0.9028 0.9208
MAENYIUTey 9IS/ USeyey s 118 50.63% 0.8822 0.8962 0.9061 0.8969 0.8842 0.8972
AdnwUieynn/ S nauly 68 31.48% 0.9343 0.9063 0.8141 0.8868 0.8862 0.8769
F-test 0.7076 1.7450 1.6231 1.5956 0.6942 0.7609
21N
Tan/dnfinw 39 18.06% 0.8859 0.8974 0.9167 0.9135 0.9274 0.9391
FUs1M/3FIavNY/MINUYRSY 93 43.06% 0.8758 0.8747 0.8835 0.8705 0.8656 0.8777
wiinuUIENenwu 50 23.15% 0.8790 0.8850 0.8900 0.8850 0.8667 0.8850
gafvdus/Auiailu/ sy 34 15.74% 0.9302 0.9157 0.8769 0.9039 0.9234 0.9134
iU
F-test 0.5667 0.4351 1.4845 0.9079 1.4227 1.5693

be
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ltem U Jewar AN AN ADIAN NLEIR wugi NG
seldiadedofiou
G(I;’Iﬂ'j’l 10,000 v 18 8.33% 0.9139 0.9083 0.9398 0.9560 0.9352 0.9236
10,001 - 15,000 U 55 25.46% 0.8845 0.9009 0.8970 0.9053 0.9000 0.9045
15,001 - 20,000 U 51 23.61% 0.8755 0.8627 0.8709 0.8554 0.8497 0.8775
20,001 - 25,000 U Sill 23.61% 0.8676 0.8676 0.8922 0.8742 0.8676 0.8922
25,000 UWW%UIU 41 18.98% 0.8720 0.8676 0.8922 0.8742 0.8676 0.8922
F-test 0.7503 1.6776 1.7553 3.2317** 1.2140 0.5271
AlgaelunsIuUsEIUINNS
vantudends
G‘l;’]ﬂ’j’] 500 U oyt 14.35% 0.8935 0.8790 0.9059 0.8831 0.8898 0.8911
500 - 1,000 uwn 117 54.17% 0.8855 0.8915 0.8967 0.8939 0.8875 0.9049
1,000 UWV]%UIU 68 31.48% 0.8591 0.8699 0.8943 0.8607 0.8529 0.8650
F-test 1.1404 0.5592 0.0928 0.9599 0.5666 0.9423
aradlumsldudnstwemnsi
G?’]ﬂ’j’] 1 ﬂ%ﬂ/ﬁlﬂﬂ’lﬁ 76 35.19% 0.8763 0.8599 0.8805 0.8586 0.8454 0.8651
1-2 ﬂ%’jﬂ/f‘rﬂ@’]ﬁ 117 54.17% 0.8735 0.8915 0.9031 0.8928 0.8967 0.9135
11AN7 3 ﬂ%’jﬂ/gﬂﬂ’lﬁ 23 10.65% 0.9214 0.9230 0.9024 0.9164 0.9260 0.9128
F-test 0.9441 2.7768** 1.3002 1.7107 2.0012 2.3246*

G¢
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v

ltem U Sowaz ANV AR ADAN wawala  wuzidd And
Anldgnelumslduimsiuensiinenss
G(I;’lﬂ'j’l 500 U 34 15.74% 0.8779 0.8485 0.8824 0.8676 0.8554 0.8456
500 - 1,000 uwn (81=l: 51.39% 0.8860 0.8950 0.8949 0.8915 0.8814 0.9088
1,000 umn %ulﬂ 71 32.87T% 0.8834 0.8970 0.9311 0.9011 0.9018 0.8930
F-test 0.9581 2.2636* 1.2918 1.2960 0.4719 2.0959

a v

WUBNRG* ATludAN19a
Yid1dLvivl U

9¢
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AN9971 4.5 51 Peppina La Villa %ifiu wuiiAmdsvesdnvaenislduinig anmunim
n1sene 81T wazAldsnsluntsfussmuemsuentusens liunnsnatueseditediy
V9EdR iTANULANAIINFS wAYeilAUAnAvesgnAT (Customer  Loyalty) 8NN3 e
wele swlufaladesuyuuesrannen (Perceived Value) Wagniswuedn (Customer Voice) &
wasoted1Aymn1aaia dnvauzvedliuinig dedeiidmansznuie duyuesdenue
(Perceived  Value) mnuiiswslasau3nis (Customer  Satisfaction) n15tugidn (Customer
Voice) uazAuinAvadgna (Customer Loyalty) Tnopuluiuiidmasotodfynieadn
wnnd auweniuiivietnviendien enamszdleshitududemesiisammaa sssumd
2101570 waETAILEIIUAN 9 feuemsnsiudaduemsteduiitnvieaiisravidunauass
samAonannniflazaulausemuosinend susgyniadudmwamnuaiifieadade
supNAAnTIweIgnAn (Customer  Expectation) laidswasetuddamaadn s1eldiadesio
e Jaduiidamadetsddun1eada fie duaufiswslaeu3nis (Customer  Satisfaction)
auilunsliuinisfuemns wiueuindadesusunesdennnmuinis (Perceived Quality)
LazANANATEIaNAT (Customer  Loyalty) danasaludAgynieaiia Lﬁaamﬂéq:ﬁﬂmmw 84
st Baflaualunisldusnstetnd alddelunisldusnssuemsilrends Jadeiidana o
FusLeIREAAAMUINS (Perceived Quality) Midwasiofedfamnaaia
T 4.5 MFIATEEFILUTTMuNUdNYEUSEIINSeaRs S Peppina La Villa iy
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ltem U Souaz AN AN ADIAN NLEIR wugi And
WAl
U8 A 43.32% 0.8247 0.8211 0.8540 0.8230 0.8239 0.8570
N9 108 52.68% 0.8384 0.8514 0.8557 0.8576 0.8449 0.8692
t-test -0.8324 -1.7583* -0.1005 -1.9482* -1.0058 -0.6846
anwauzn1slduing
Téusnsiisu 163 79.51% 0.8193 0.8288 0.8446 0.8305 0.8277 0.8612
%@ﬂé’uﬁm a2 20.49% 0.8810 0.8690 0.8948 0.8829 0.8631 0.8720
t-test -3.0958%* -1.8915% -2.3537%*  -2.3960** -1.3714 -0.4887
anwazvalldusnig
ﬂuﬁuﬁ 183 67.80% 0.8540 0.8608 0.8771 0.8693 0.8663 0.8795
tinvieafien 66 33.20% 0.7856 0.7871 0.8081 0.7822 0.7689 0.8295
stest 4.0370***  4.1409***  3.8219"**  4.7962***  4.5662"**  2.6531"**
a1
fndn 24 T 50 24.39% 0.9092 09121 0.9314 0.9228 09174 0.9205
25-301 76 37.07% 0.8316 0.8336 0.8465 0.8438 0.8257 0.8635
31-401 50 24.39% 0.7940 0.8000 0.8233 0.7958 0.7900 0.8375
41 ?J%ulﬂ 28 14.15% 0.8004 0.8150 0.8278 0.8231 0.8361 0.8339
KslesF 7.8202**  6.7480***  57501***  8.1605***  4.9671***  3.3368***

8¢
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v

ltem U Fowae ANV AN ADIAN Wawala wugin AnG
#ga7UN N
|G 86 41.95% 0.8459 0.8477 0.8566 0.8416 0.8469 0.8765
GHET 95 46.34% 0.8205 0.8316 0.8544 0.8417 0.8289 0.8579
ne13INg 24 11.71% 0.8271 0.8208 0.8507 0.8385 0.8160 0.8385
F-test 1.0804 0.6147 0.0221 0.0061 0.5427 0.9907
n13ANE
MninUSanes 26 12.68% 0.8865 0.9077 0.9199 0.9151 0.9038 0.9087
MAENYIUTey 9IS/ USeyey s 112 50.63% 0.8143 0.8174 0.8356 0.8181 0.8140 0.8560
AdnwUieynn/ S nauly 67 32.68% 0.8156 0.8109 0.8290 0.8332 0.8289 0.7783
F-test 3.2187* 44539 39200%% 46171 27775%  3.9413%
21N
Tan/dnfinw 31 15.12% 0.9177 0.9226 0.9409 0.9328 0.9274 0.9435
FUs1M/3FIavNY/MINUYRSY 72 35.12% 0.8396 0.8375 0.8542 0.8351 0.8264 0.8715
wiinuUIENenwu 51 24.88% 0.8147 0.8265 0.8284 0.8309 0.8186 0.8235
gafvdus/Auiailu/dsemy 51 24.88% 0.7885 0.7563 0.8155 0.8168 0.7930 0.8075
iU
F-test 6.1298*  50759%**  4.4606**  4.6065**  3.1208%*  4.3647%**

6%
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v

ltem U Foway ARV AN ADIAN Wanala wugin AnG
seldiadedofiou
G(I;’Iﬂ’j’l 10,000 v 25 12.20% 0.9340 0.9340 0.9333 0.9483 0.9067 0.9300
10,001 - 15,000 U 38 18.54% 0.8421 0.8513 0.8772 0.8553 0.8311 0.8586
15,001 - 20,000 U 58 28.29% 0.8233 0.8233 0.8506 0.8384 0.8290 0.8664
20,001 - 25,000 U 40 19.51% 0.8500 0.8400 0.8476 0.8396 0.8271 0.8531
25,000 mw%ulﬂ 44 21.46% 0.7602 0.7852 0.8030 0.7737 0.8125 0.8352
F-test 11.0188*** 6. 7777**  5.1030***  8.7250*** 1.7710 2.3809*
AlgaelunsIuUsEIUINNS
vantudends
G‘l;’]ﬂ’j’] 500 U &'l 15.12% 0.9081 0.9129 0.9032 0.9086 0.8925 0.8992
500 - 1,000 uwn 98 47.80% 0.8143 0.8148 0.8325 0.8214 0.8138 0.8520
1,000 UWV]%UI‘U 79 37.07% 0.8372 0.8546 0.8798 0.8497 0.8544 0.8681
F-test 6.0646%**  6.2502%** 3.3877** 4.0467%** 2.6290* 1.1129
aradlumsldudnstwemnsi
G?’]ﬂﬂ’] 1 ﬂ%ﬂ/ﬁ'ﬂmﬁ .3 35.61% 0.8452 0.8541 0.8721 0.8602 0.8174 0.8545
1-2 ﬂ%’jﬁ/ﬁ?ﬂﬂ’]ﬁ 96 46.83% 0.8057 0.8135 0.8299 0.8129 0.8307 0.8568
11AN7 3 ﬂ%ﬂ/@?ﬂﬂ’lﬁ 36 17.56% 0.9018 0.8978 0.9122 0.9089 0.8906 0.9074
F-test 5.2219%**  4.3012***  3.8126**  4.9008*** 1.6565 1.2644

ov



AN519% 4.6 (710)

a1

ltem 31U Sowar  Aande AuAw AR wawwala  uuzdh And
Anldgnelumslduimsiuensiinenss
G(I;’lﬂ'j’l 500 U 35 17.07% 0.8643 0.8757 0.9000 0.8798 0.8571 0.8643
500 - 1,000 um 110 53.66% 0.8350 0.8268 0.8470 0.8333 0.8189 0.8614
1,000 umn %ulﬂ 60 29.27% 0.8313 0.8630 0.8681 0.8633 0.8733 0.8737
F-test 3.3419** 3.5922%** 3.3958** 3.3361%** 1.6996 0.1289

a v

wuEn* JUvdAun1eans 0.1 ** Jupd1Aunieans 0.05  *** JusdAuniedda 0.01
RUYLAR J U J
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NAN599 4.6 51U Andreas Italian Restaurant & Grill wuiAnadsvesanunmlal
uanAnstusgaitfudAyn1eada Adanuuandannie e Jadeidamafofuiuuese
ﬂmm‘wﬁﬂ’li (Perceived Quality) Wagauauiasnwelasousnis (Customer Satisfaction)ﬁ
dwalUluiianafeiiufoinangdsnadotod Ay IsaianINNIMNeAYY ANYuznITIEUINIg
dananniade eniuladesunisuugi (Customer Voice) wazAuinAvasgnea (Customer
Loyalty) Wlaldsnasietodiy oradumszienisldusnmsiduuazdonduiu anAmelaly
sERunfutuiuemsdandeudu 9 Seauisaideniuuszmudiulnufily Auadeves
Snwauzvesiliuinig ey n1sfinw endn ndadudwmaretuddynisadinviedu Aadedu
seldedsdeifon Yadeilidmaresunisuugii (Customer Voice) anaumsizgnémelaudn
Tugesdinsuuziile 9 fiinrnusnidesuemsuds Anadevesaldielunisfuuseniu
amsuentusenss Yededilddwmasotuddry fe AUAUANAYBIRNAT (Customer Loyalty)
ndadpdanadionulunssdiguilan LLmlumImﬂ@mmLmﬂmﬂumimmaqaﬂm Aadediy
audlunislduinisiuemsuaraldsrglunsidusmsuemssionds Snaseruemans
¥83gnA1 (Customer Expectation) 33383R8AMAINUIANT (Perceived Quality) uu@Ise
AR (Perceived Value) aaufianalasiau3nis (Customer Satisfaction) danasiatisdfgymni
afid uiilognanianelaudilsineliiAnaudnienaiosaniue s Local Brand laild
Sugwnsnunszuatnveseulne nanldiddenssuatuiudeiudeddveususiuiias
pwnsiuiu ldduususmulduslaifes
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4.3 Wan1TIAIIvtaya
nan1sUsEUNURv i InANURanwelauas American Customer Satisfaction Index (ACSI)

ABIINGNAMUUTLAUNITAIITITI 2 U UARAIUHUNING 4.1 d58azidenvewa Ao Uady

1%
Y

14 6 FUuSAUENIINANNAIANTINEIaNAT (Customer  Expectation)  denasioyusasie
AMAINUINNS (Perceived Quality) 719 2 Uadudsnasiayunoinanmun (Perceived Value) uay
S <

719 3 Uadudanariamnuianalanau3nis (Customer Satisfaction) F4UUNASINANAAANTS
Wz (Customer Voice) WagAaiinAvasgna (Customer Loyalty)

Customer

Perceived
Voice

(x5)

Quality
(x2)

Overall

Perceived

0.6866™"

0.7306"* Customer

Value

¥
¥

]

o0
—~
-
o

Satisfaction

Customer

Customer

Expectations
(x1)

Loyalty
(x6)

2NN 4.1 auilinAnuianelasiy 2 57u

nuirdadendmasonnuiianelasinuinianse JaduauyuuasdonmnInuIng
(Perceived Quality) lafdgagi 0.7713
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Perceived

Quality Voice

(x2)

. Overall
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0.7152"*

0.6913™"

Value >

(x3) Satisfaction

¥
¥
£
Wy
~
98]
0
o

¥

Customer Customer

Expectations

(x1)

Loyalty
(x6)

A9 4.2 filinanuiensladiu Peppina La Villa iy
wudnladeiidanadaanuiisnelasiuuiniigansninuninaniswesgnan (Customer
Expectation) \@figegfl 0.7075

Customer

Perceived

Quality Voice

(x2)

QOverall

Perceived

Customer 0.6427*

0.7509™"
=P

Value
(x3)

Satisfaction

%
X
x
™
[+e]
W
-
=

Customer Customer

Expectations
(x1)

Loyalty
(x6)
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wuiradeiidenadiennufisnelasiuniniigade Jadeduyuuosdenuninuinig
(Perceived Quality) Lla@Bagil 0.8204

Faunalein $1u Peppina La Villa Wiy duanunianssedudn UIN33INATUDMT
(Customer Expectations) fendutseansdsnaii 0.5461 uaryumoswnununInvosduduay
U3msgaRadua g (Perceived Quality) fidnduussanidmadi 0.6035 Hadurisansazdsmasie
HUNDIAUAMANYDIFUAILALUTNITTINTINOIMNS (Perceived Value) Tulufimn1ufgafuiu
$1 Andreas ltalian Restaurant & Grill fiflamuaemiasiodud U3nnsgsAaduems
(Customer  Expectations) Iinduuszavsasnail 0.6679 uagauuaifununmesduduas
U3M355R93 U8 MNS (Perceived  Quality)  SlandudszAvSdamail 0.7437 Aeflrnyunassi
AMNNYBIFUALATUSN53INITINIMNST (Perceived Quality) 1nndnAiANAIAnIsmadunT
U3mssaiadnems (Customer Expectations) wildlosaisanutladoudaduiladoiidmarie
auianelasunnniigaues $1u Peppina La Villa %y Wuasnanisdedudi Uinnsgsna
$1up M1 (Customer  Expectations) LLazﬂf\]{faﬁﬁﬁmammﬁqmaﬁm Andreas Italian
Restaurant &  Grill A® YUNBINTUAMNINYDIAUAILALUTNI3TINATINOMNT (Perceived
Quality) @19tJuns 1511 Peppina La Villa iy \Uus1u Inter — brand dnaneanan dns
duAn danuduninsgiuvesduidneglususudvesgsiavssinnimuemis Juilnadediaay
ANAVTISUGIEAIN SAYIR ANUEZDIN ANUAZAINTIALTY NTIMIBIMITILFBIRRIUAIILAIANTY
Tudvesi1u Andreas Italian Restaurant & Grill Yadeiidanaunniign fe Ao yuuesdiy
AMNTNYBIAUAILATUINIFINIF OIS (Perceived Quality) erasdumszsidudueimslu
fufaeiifiesanuuien fadu auamaudwasuinisieandeuiasfuiifgalagnén el
fuslnpanunsasuiisuldfnuninuaranuduaitesensiivinianiuemnsluiuiivie
$119MM13 Local brand

nsnAgauaNNAgIuda 1 (H,)

H1 : ANUAIANTIREUSNI5Y093 U Peppina La Villa iy veuslaa (Customer
Expectations) HnalunquINfoyuuadsienmnInuINITveIsIueImIveIruslan (Perceived
Quality)

HAIINNNSANYINNGUERDURUUABUUANNIFUINNSI U Peppina La Villa it
ai’wmu216 AU 1AUAIAVTIRBANNINUTNITVDIT Y Peppina La Villa iU ogelidudfgy
meaAnszau 001 (Qunmsauwesia 2 S flerdudszans 0.7076 a1y Peppina La
Villa ¥aiiu fenduuseans 0.7075 uaw31u Andreas Italian Restaurant & Grill fisnduuseans
0.6903 fuEAU) Uagdnansludauindon1sSusamnIMUINITUeIs YR ldUINIS

oenslsfiny nadenann Wuissnsinseiaesiiuds Bivaritate Analysis) it
oy ilefufunanuduruSaUNTEURLIRALUUT I weIn1 538 uddedTeiuiunis
ARTEIRAENAADUANYAFIUIINATLTINAUNINDIIVRS American  Customer  Satisfaction

Index ( ACSI)
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nsnagauaNNAgIuda 2 (Hy wag Hy,)

NaNTIATIEATey aunsaasuliin Jedefidwadesuueswinuganiwvesduiuas
U3n15537a 18NS (Perceived  Quality) iilumunsouuuAsmunuuitaowossisded
Useandtu namie

AUAIANIIRRAUAILAZUINITEINDTINEMNT  (Customer  Expectations) duasie
LI ILANNMYDIAUALATUTNNI93AI LTINS (Perceived Quality) iy Hadeviaaes
AIHANDUNNDINTUAMAIVDIFUARATUINITTINITINOIMNS (Perceived Value) UITingu
vosaulnddnnionulunseundinaziilours (Descriptive Norm) WazussvingIuveanguaud
fAnsiare (Injunctive Norm) daNafaUITTINgILV8INEN198Y (Subjective Norm)

LUUBINUAMAIVBIFUAILAZUINITIINITINIMNST (Perceived Value) wazussHing u
109nq181934 (Subjective Norm)  videstiadoazdwasio Ssazdwmasenginssunisdontd
AUAKATUINITTINA WIS

NSNAFBUANNAFIUYD 3 (Ha; WAz Hay UaE Has)

nanFiaTeiteiu aunsnasuldhiladeraensdmareyuuesiunmavasdudi
LarU3NN553RaUe S (Perceived Value) 1ulununseuuwasmunuuiiassesaiided
Usvandtu namie

ANUAIANIIRAUALAEUINITTINDTINeIMNT  (Customer  Expectations) dnasio
uuLBsUAANTNTBIAUR LAY UM I5IRAE DM (Perceived Quality) anniiu Yadevisaes
WANARDNNNDIFLANAIBIAUR LAY USN15gIRTS 1T (Perceived Value) uaaIntiy
Haforianudmansenudenruiimelalududuagins (Customer Satisfaction)

n1AgaUaNNAFIUYD 4 (H,)

nan Tzt aunsoasUldd Jafeiiaudmansenusonuinelalududn
WAzUIN1T (Customer  Satisfaction) nguslaaliauisnelaszyilitinauasindnase
Aufuazuinssiad ety 4 uwivnlifienufimelafiegyinliAnnsuuz

nsnadaUaNNAgIude 5 (Hs, uag Hsy)

AN IzRtnaRy ansnsnasulin Yedevisddmansenudenuinideduduas
U3M355R931U8 NS (Customer Loyalty) Wlaguslnadiansla usvmnguslaelsidanudianela
fagshliAnnauusiufieliufulgusludelinanudnisnass (Customer Voice)
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a3U aAuseNan1sANYIITY wazdalauaue

n53di30e Masuinunmiuanudniveanisliuinisssiaiiuomsdndeuly
FaviauszaruATius Tmqusvasd dedl (1) ileAnundaeiidwmareonisiusamnimiuausing
yesnsluimsgsiauemsdaidou TudmiauszaiuAidus (2) ievssifiuanufianels
Y94n13lUINsgIRrT e mnsBndey ludminusenuastusuarasiviilSeuiieunissus
AuANAUANUANALUNTITUSNSgIRas U IMBadeuYesi1U Peppina La Villa  Ausu
Andreas ltalian Restaurant & Grill ludewrinuszaumsdus

ATl daeTediofldlunsfnylngldsntouiTidede i delfinaue
NansANWIABINTTUERANWAUAIANAYeInsTuNgsRvIue s Badeuly Sandn
UsyaruATius (idelutenisasunantsite 4 diu dell

1) agunan1sfnuideiieatunissuinunmiuanufnivesnisliuiniggsia
Suemsdandeulu doiauszudidus  Tnedideldveaeumnuidedold Taonsiases
Yady (Factor Analysis) fe3sn153LAT1zutladenan (Principal Component Analysis: PCA)
WazNITIATIER Cronbach Alpha ALliun1saaaUMeIs Independent Sample t-test @115
N1INAADUAIUFUNUSTENINILUT 2 NEY wag One Way ANOVA dmsunisnaaeauuinnii 2
NAY ULAENITNAADUANNAFINYDINUIIY ALTUNITNAFRUMIENITIAIERRAVFUNUS (Pearson
Correlation)

2) HANTNARDUANNRAFIY

3) 9AUTIEHANIANYIITY

1) Uszlewtiitlsannnsinide delausuuzdmiumainidslueuian uaztediiaves
N3AnYIIY

5.1 #@5Unansivy
Han15aLAsIzviteyanililunisfnurifeses n1ssuinunmiuaudnATeINIg
Tusnsgsiasuemsdndeuly Yminuseaiustus agula Aadl

Hayavluvesgnounuusauniy
mM3iundsiidnguioganmsdsaihumuuuaeuauseulat $1uau 421 Faetns
Togdnlngumemds anunmausd 9183521319 25 - 30 U aun1sAnenssaulaganns 01w
inususwns / $Pania / ninanuwessy Iseldsesning 15,001 - 20,000 Uwseifeu
wan1sAnwiioduduin nmadenfuusemiuenmsuazldliuinisgsiaduenns
Sndoudulumudoaunigiuiin anuaiavisiedufuazuinisgsiaiiuems (Customer
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Expectations) dNNaL39UINABYNNBINTUAMAINUBIAUAILATUINI55INITINEMNST (Perceived
Quality)  ntutlederaansazdmaidsuindeyuuesnuanavesduduazuinisgsna
$1ua1s (Perceived Value) uazanniudaderiseansudmansenuidsuinsonnufionslolududn
LAzU3NNT (Customer Satisfaction) iilegnAndanlaifiaelalunisuinisuisedns Tudsuanfay
vinsuugi (Customer  Voice) Baazdanasioanusdnineduiuazuinisgsnaiiue s
(Customer Loyalty) aamﬂé’aﬁmﬂ%aﬁa@f'sﬂfﬁ%afh American Customer Satisfaction Index
(ACSI) AmAulme (Fornell et. all., 1996, p. 7 - 18) lnamis ACSI Andumsinanuiisnelaves
an@an Uszaunisalads ACSI iu Model 7 Usznaushetade 3 diidwasionudianelaves
anA" (Customer Satisfaction : ACSI)

uanani wansAnudsldnudaedn Snvaurvesdlivinisiuems ong o1dnuas
eldupnieiudndmadenginssunsidenliuinisgsiaiuemsfiunnsstuse

aNsANYIINAITNUD Luudiaesiivszinaaldfinudsiusaenadosiuuuudiaes
finsfnunilldvszgndtunuiuld namseneidaienufimelaveanguomnsdaideu nu
571 Peppina La Villa 9%iu lasumnuitanalasnuaanuaiands Aunn anuduel naoniu
amsmvesnfianelagean luvngiiu Andreas Italian Restaurant & Grill lé§uannuiia
welasosasn dunandidudsiomesaulnefidiulddnidnssidudinlununszuaiey
widntfeniiorafumsznisuimsdansiiinsgutagivareaiu1vesdn Peppina La Villa
viiu ilianunsomuauaunlunisuinislimniudssaliinanufnfvesgndn Tuvased
Huemsviesdudndudessnvnasgudialunsliuinsiazamnsailiguilaaiinay
Sndld fannd 5.1

Peppina La Villa

= == = Andreas Italian

CL 0.84 PQ

cV b PV

OCS

AN 5.1 WIguigunInsIa 2 550y Radar Chart



49

HANSNAHOUANNAFIY

auNRgIuil 1 mnumanisrauinisuesin Peppina La Villa vaiiu YBIHUILNA
(Customer Expectations) Hxalun1euIndeyueonuAIMUINITYaIIUIMITVRIHUILAA
(Perceived  Quality)  WANIINAABUANNAFIUNUIY APUAIANTIHBAMAINUTNITVBIT Y
Peppina La Villa hilu sdiifuddumadnfisziu 001 (lunwsiuvewia 2 $1u fien
Fulszans 0.7076 Taefidu Peppina La Villa #afiu SAduuszans 0.7075 uazdu Andreas
Italian Restaurant & Grill fA1duUTEANS 0.6903 Mudiy) wagslimmdludauindenisius
ANAINUINNTVBI U LTINS

auuag'}uﬁ 2 mmﬂ'1mwﬁ'\iGiaU%ﬂﬁ%’lua’]Wﬁ%mQﬂﬁ’l (Customer Expectations) hag
UULDIAMNINUINTTINOMNTV09gNAT (Perceived Quality) demalunisuinsde yuuosnneT
YBIUINTINUMTVRIGNAT (Perceived Value) HANITNARDUANNRFIUNUT AIIUANANTIs
?mﬁ’]LLaw%ﬂ’l'ﬁqiﬁﬁ]%’ma’lWﬁ (Customer Expectations) a'qma&iayuuaﬁm@mmwmaq?{uﬁw
LazUIN1IgIR3LeM (Perceived Quality) wnifu tadeifidesardsnasiospmasdunmen
YRIFUAIMALUINITTINITINDIMNT (Perceived  Value)  ussvingruvesaulnafnvsaauly
AsOUATUATLBURS (Descriptive  Norm)  LavUTsingIuvesnguauiiAnsese (Injunctive
Norm) aMNaRaUTIVIAFIUYeINEN8198Y (Subjective Norm)

UUUDIUANAIYBIFUAMAZUINITTINITINEIMNST (Perceived Value) wazussingIu
Y09nq81934 (Subjective Norm)  viadestiadazdwasio Ssazdwmadenginssunisdents
AUAKATUINITTINIT WIS

aUNAgIUT 3 ALAIANTIEUINNTEUBIMUBINAN (Customer  Expectations)
HUUDIRDAMNINUINITIIUDMITVRINAT (Perceived Quality) UazauUaIAMAIVBIUTNNT
$1ueIMIU0IgNAT (Perceived  Value)  dwwalumnauvinse anuianelalagsiuvesu3nig
$uovnsign@léiFu (Overall Customer  Satisfaction) Wan1sVAGEUANNAFILNUI AIM
MMAnIaradUAMULAZUINI5IN3IU8MS (Customer Expectations) sNHARBYHNBIATUAMAN
Yo9RuA Az UIN1353931u81MT (Perceived Quality) a0ty Jaderisansazdanasionunes
FunnAwasBuA AL I N195IAR3 LM (Perceived Value) wazaintuiladevisanudma
nsznusieauianelaluFufuazUINIS (Customer Satisfaction)

auNAguil 4 muftanelalnesuvesuinisiuevnsfignAnldsu (Overall  Customer
Satisfaction) dwalunisuInsen1swuzUl (Customer Voice) nansnaaeuaNufgiunyil Jady
feaudsransgnusoaiinelalududuasu3nis (Customer Satisfaction) nguslaai
arwianelaashlfiAnauasindnideduduaruimsgsiai ety q wimnlifia
flanelafazyilinAnnisuuzi

suNAguil 5 mnufiselalaermvesinsiuemsiignAldsu (Overall  Customer
Satisfaction) wagn1suuzi1 (Customer Voice) denaidauindoniuinfsousnisiuemisan
anA1 (Customer Loyalty) HANSNAHUALNNATIUNUDN Haserhddmansenuseausnise
Aufuazu3nsgsRiaiue s (Customer Loyalty) Wleguslaafienela usmnduslanlsifien
famelafasrhlmAemauuzitieliiusususluileWiAaauinisnass (Customer Voice)
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5.2 aiAUusigNan1sAne1IvY

Taoagy nansnuwuesuideiiituiefnuis dadeiidamasensiudnanindy
ANUANAveINITIiUIN1STIA e MNS

Jadeiidmanenisiuinanmiuanusinfvesnisliuinsgsfioiue s inter -
Brand W@z Local  Brand AeAuAIANIIadUAILazUIN133INTIUBIMIS (Customer
Expectations) 411890 1UAMAINYBIAUAILATUINITTINATINOMTT (Perceived  Quality)
LULUBINUAMAIYBIEUAILAZUINI335NIIUBIMS ( Perceived Value ) Mnsuinduaiudia
wolaludufuaru3nis (Customer  Satisfaction) dswalugamginssuiifinnudifnysesina
fyprnsiufe ANUANARDAUAILAZUINITFINII OIS (Customer  Loyalty)  waznIs
wuzi (Customer Voice)

Nnuaaglumesesitenaniein Suidaudemsnnniiie $1u Peppina La Vila
sy ilesnluiuiisuneaiiudgunisfiugnesn Wi Faluausudiosswiesead
n3U frindnugshafuinduioadodneuasnem Foa e fihdiu edenFumingdu
vaulletlny Wadgudnsilagianzngugnanseaunasliauseduanss yadusadeounisly
Fnvesnulvefensyuaden wasdu Peppina La Villa i Aldwanaiiasunsaudunily
Supmsgangitiszivlugudnisidifiszdu Ussiiufiaesferndmnaiid segedely
dedlneiuvuiiasasuuvansasnnsdeutuansiivelvilvauedeiine defuiini
fanelavesadluiiuiifinadeunatlunuitendd wendosnifesfiiuduiies viouden
yavgia sTsuTAkarTausssy hlfinviendieavieauueniuiilideufiazsuussmiu ewns
Anefuazasdensuusenuemsngiaviesnsiesdududiilng

5.3 dalduauug
5.3.1 dawausuuzdmiviman1sidelulyd

nan1sAnAL annsausuusazuilalnensisinvies el
SuUsenuemIBng lngenalszendemnsaavidanuiiulaliiunissudseniuemis
foshuvonimanzia o1afinisanussdlidrtuiiuiluviosiuuasiuyemsestiuye s
viaduzamogsny dmiui iy Local Brand uuiynafuuswionnusiosnisuesgnaiiiels
dFagndnlduniian Aemsifiudemnanisinsiming Tas38ns (Delivery) lufiudi 0.9
Snvarmalsznnsmaniidudsdfyuagldataiinldveslsennsiivietmunaaatimang
¢ Fadunguuasyanaluiiufiesiifinigde Sulssnmudssiogudnilifosnisuinisdsenmng
fethu defiodunagnsmenismanmdnguuuunis

LWIMINsUTUUTRe e M 178015 (Delivery) ludlud 0. ity Tudes
voadads Tunsidendemsdearldinely msdedoemsusnsasasii (Delivery) sywing 100 -
200 v e ehiududeniondivndn ‘ svezmslailnatulalnsiasaaiuinig
g9 na? deslduinsdsemssudssmuiasinmsdadnemsidulusTududmiugnanls
\Hen Juusennu
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wwmnsUiulsensAnsutenthenuinetes eewn eshiiu 1udes
71997187 NTENTIVIDWNILALNWNIVLTUNUIMAUSIU AU NTERESUTRINIINITIRIUNe T
v 1 I3 2 d" [~ U 1y v v a A 1 v
fuUNsIseE1IU I Ules kag Facebook aun1sUsenn@unusiyl 8. /m9udn 1 909m19ne

53.2 Yoiduswuzdmiunsiseadesioly
uAdel WuAnuiadadedidiadonisiuiauamiuainudnfvesnis
Tu3n3g3Aaduens Inter - Brand Ay Local Brand fifu1ueimnsdand Tuvaeiitade
19 9 MAeatunIsdensulseniuevisvessuwdsy tldduussdudidaylunsfne
nuAdeluouan eradendnuludszifiudinan WelfAnanudladedadouarnssuiung
sinaulavesuslnauindu inszazanunsarilildfnwnisuslnagsiauomaniunszualy
e 4 vesaulne

5.3.3 42311invaIn13ANY1IY
1. \dlosniiaudnsfugnesndelul dedaduddmiifniulunssuadon vl
ngueeve1aldenlduinisfisiu Peppina La Villa il 1nnn
2. flosanauidetuiidumiafosuinomsdma Tsddnuurvoinduiiets
Adunguiams vilvimnufuudsveadernmiia % Total variance Aszdiumeld
uanandl fAfelusuian onUszgnduuiAnuosuided luniadendne

noAnIIUNsEeNsURUIInalugIRiady o lameuiy
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1399 AUNINa landisagsfiadiuemng 2 $1u Ae 57U Peppina La Villa %ia#iu
wazs1u Andreas Italian Restaurant & Grill TuNuNaLnaR2AL

Mzuaslunisnounuusauny

LLUUE@UG?@J%&%’N%ULﬁai‘fﬂum’iLﬁU’i’JU‘JUJJ“E’JJEJJ,I“aﬂ’J’miﬁﬂ ANAALTRUTDIYINY
AenfunsfinwaafianelafiflsogsAa¥uenns 2 ¥ Ae 51 Peppina La Villa ity
WAz Andreas Italian Restaurant & Gril Tufiuiisnaeviiu iedudunilaesnsin
Welunsfnwmdngasuimsgsfiaumdadn uninerdemalulagsivuenasnulnduns
Tngluduresuuuasunuiuseandu 3 @ fe

dwil 1 deyavluvesinounuuaouny

dwil 2 WORNTINVBIHUIINASIUEIMNT Peppina La Villa Wifiuuagi1u Andreas
ltalian Restaurant & Grill

dwil 3 Jedeiddviswasionnufianelasaniemsvesiiuslnremsiidinesu
Peppina La Villa ##uuag3i1u Andreas Italian Restaurant & Grill

o

anasml LAvusIA
TanUSyaiv a1v1UsnIsgsne
UMIngrsswmaluladsrueaasaulnduns Ingnunisinanda
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1399 AUNINa landisagsfadiuemns 2 $1u Aa 57U Peppina La Villa %ia#iu
waz31u Andreas Italian Restaurant & Grill TuNuanaR%hu

daun 1 dayaniluvasnauwuudauay

salawsasnuneg v adtu () vsediudaninuadhy

1. LW

3. @QTUAN

4. NSANEN

5. 971N

(

6. s1elanaLmou

) 1. 98 ()2
) 1. i wisewiriu 17 ¥ ( )a.
)2.17-24 % ()5,
)3.25-301 ( )6.
) 1. lam ( )2 ausa ()3
) 1. fndn U.es 3.
) 2. MasdEnw U.m5/U.m5 8 4.
) 1. Yan/AdnAnw

) 2. SUTIWNNT/3FIEUNY/NTINNUYDITT

) 3. WUNIUUSENLONTU

) 4. §5NEIUA

( ) 1. $n9 10,000 UM
( )2.10,001-15,000 U
() 3.15,001-20,000 U

7. anlganglunisSuUsEn U IS UBNUNURBAS

() 1. fn1 500 ' 22
500-1,000 v () 1

(

) 2,

............ NRFINUAIYVINU

31-40 Y
41-50
faue 51 Yyl

( ) 5. Sushahly

() 6. 199U/ U

()4.20,001-25,000 U
() 5. 25,000 vmIull

1,000-2,000 um
11N 2,000 UV
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daun 2 weAnssuvau3lnAi1ua1M1s Peppina La Villa aliunasitu Andreas
Italian Restaurant & Grill

Wsaldm3oanuney v adtu () Meoiudamnuadiy ... AnsanUAIVINU

8. Anualunisldusnng
( ) 1.¢1071 1 ASYAUAY
()2 1-2 ASY/AUR

( ) 3. 34 psy/ada
( ) 4. 1NN 4 Asy/aUa
9. antganelunslausnig

( ) 1.61091 500 UMW () 3.1,000-2,000 U™

() 2.500-1,000 UM () 4. 17nn731 2,000 U

10. huldusmsluguuuula
( ) 1. Tgusnsnsu ()2 fanauunu

11. dnwuemMsidusns

( ) 1. TusnsauLmen ( ) 4. TusSnsNS1uAUATaUAS?
( ) 2. Tgusnsnsuiuiau ( ) 5. Yanaulununu

( ) 3. TgUsSnsRsuiuiaus LY

12. Ussavemsiivhudadulsesn
() 1. W ()4 U UAULAZ YR
() 2. @ nfng () 5. p3055
()3 wWiaan
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Peppina La Villa %2%uuaz31u Andreas Italian Restaurant & Grill

¥
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Wsnuanspnudsituneaiunssuianudndtuanuiionels Ussiudeninu

seluil Tnoviueseamng v asludeswinilefinssiuamnudnfiuresinu (nsanneuliasy

VNva)
SLAUAUANLIAY
wiv | wiuene | laduane | i | lsiviu
Usuiudanany fe (4) AU | A7 fe
2814 Aodiu | (2) | egeds
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Statistics/Data Analysis StataCorp
4905 Lakeway Drive
MP - Parallel Edition College Station, Texas 77845 USA

800-STATA-PC http://www.stata.com
979-696-4600 stata@stata.com
979-696-4601 (fax)

Single-user 8-core Stata perpetual license:
Serial number: 10699393

Licensed to: T

Notes:
1. Unicode is supported; see help unicode advice.

2. Maximum number of variables is set to 5000; see help set maxvar.

. import excel "D:\RCIM-IS-Result\Datal.xls", sheet("Export Data") firstrow

. do "D:\RCIM-IS-Result\Food\1 Food Factor Analysis - Cronbach Alpha - Loop.do"

. *Factor Analysis

. ¥**Result file path

. cd "D:\RCIM-IS-Result\Results"
D:\RCIM-IS-Result\Results

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. *Set up Group for Factor Analysis
. local F1="b1-b5"
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. local F2= "b6-b10"

. local F3= "b11-b13"

. local F4= "b14-b19"

. local F5= "p20-b22"

. local F6= "b23-b24"

. *Set up number of factor

. local nfactor=6

. *END SET UP

. *Run Factor Analysis

. forvalue i=1(1)'nfactor' {

2. factor "F'i", pcf mine(1)
3. mat L'i'=e(L)
4. mat E'i'=e(Ev)
5 scalar S'i'=e(evsum)
6. scalar V'i'=el(E'i',1,1)/S1'
P alpha 'Fi"
8. scalar R'i'=r(alpha)
9. mat Li'=(L"i")
10. mat v'i'=(V'i', R'i")
1o
(obs=421)

Factor analysis/correlation

Method: principal-component factors

Rotation: (unrotated)

Number of obs = 421
Retained factors =

Number of params = '

Factor | Eigenvalue Difference

Proportion Cumulative

62



|
+

Factorl | 2.12992 1.89003 0.5460 0.5460
Factor2 | 0.83989 0.31041 0.1680 0.7140
Factor3 | 0.52948 0.02578 0.1059 0.8199
Factord | 0.50370 0.10670 0.1007 0.9206
Factor5 | 0.39701 4 0.0794 1.0000

LR test: independent vs. saturated: chi2(10) = 592.44 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

! |
Ll T

bl| 0.6010|  0.6389
b2| 0.7404| 04517
b3| 0.7567|  0.4274
bd| 0.7901| 03758
b5| 0.7897|  0.3764

Test scale = mean(unstandardized items)

Average interitem covariance:  .1621734

Number of items in the scale: 5

Scale reliability coefficient: 0.7915

(obs=421)

Factor analysis/correlation Number of obs = 421
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 5

Factor | Eigenvalue Difference Proportion Cumulative
Factorl |  2.75510 1.95045 0.5510 0.5510

Factor2 | 0.80465 0.25596 0.1609 0.7119



Factor3 | 0.54869 0.06770 0.1097 0.8217
Factord | 0.48099 0.07043 0.0962 0.9179
Factor5 | 0.41057 . 0.0821 1.0000

LR test: independent vs. saturated: chi2(10) = 596.88 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

| |
Ll T

b6 | 0.6657|  0.5569
b7| 0.7813|  0.3896
b8 | 0.7299|  0.4672
b9 | 0.7720|  0.4039
b10| 0.7568|  0.4273

Test scale = mean(unstandardized items)

Average interitem covariance:  .1682542

Number of items in the scale: 5

Scale reliability coefficient: 0.7951

(obs=421)

Factor analysis/correlation Number of obs = 421
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 3

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 1.96769 1.36533 0.6559 0.6559
Factor2 |  0.60236  0.17241 0.2008 0.8567
Factor3 |  0.42995 . 0.1433 1.0000

LR test: independent vs. saturated: chi2(3) = 282.57 Prob>chi2 = 0.0000



Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

4 |
T T

b1l| 0.7570|  0.4269
b12| 0.8351|  0.3025
b13| 0.8350|  0.3028

Test scale = mean(unstandardized items)

Average interitem covariance:  .1684387

Number of items in the scale: 3

Scale reliability coefficient: 0.7377

(obs=421)

Factor analysis/correlation Number of obs = 421
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 6

Factor | Eigenvalue Difference Proportion Cumulative
RectorlY I 3 361 2y 9805 0.6020 0.6020
Factor2 |  0.82214  0.36024 §. 1568 0.7391
Factor3 | 0.46190 0.06048 0.0770 0.8160
Factord |  0.40141  0.03764 0.0669 0.8829
Factagrby| =—DIBeEN i "“=0\026%7 0.0606 0.9436
Factor6 |  0.33860 . 0.0564 1.0000

LR test: independent vs. saturated: chi2(15) = 1125.24 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl| Uniqueness



| |
Ll T

bld | 0.7076|  0.4992
b15| 0.7706|  0.4062
bl6| 0.8275| 0.3153
b17| 0.7929|  0.3713
b18| 0.7990|  0.3617
b19| 0.7523|  0.4340

Test scale = mean(unstandardized items)

Average interitem covariance:  .2197617

Number of items in the scale: 6

Scale reliability coefficient: 0.8670

(obs=421)

Factor analysis/correlation Number of obs = 421
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 3

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 2.31892 1.96044 0.7730 0.7730
Factor?! JF A 035349, 003590 0.1195 0.8925
Factor3 | - 0.32259 . 0.1075 1.0000

LR test: independent vs. saturated: chi2(3) = 551.68 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

b20 | 0.8827|  0.2208
b21| 0.8837| 02191
b22| 08711  0.2411
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Test scale = mean(unstandardized items)

Average interitem covariance:  .3469517

Number of items in the scale: »,

Scale reliability coefficient: 0.8528

(obs=421)

Factor analysis/correlation Number of obs = 421
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 1

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 1.50046 1.00091 0.7502 0.7502
Factor2 |  0.49954 : 0.2498 1.0000

LR test: independent vs. saturated: chi2(1) = 120.94 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

! |
T T

b23 | 0.8662| 02498
b24 | 0.8662|  0.2498

Test scale = mean(unstandardized items)

Average interitem covariance:  .1794141
Number of items in the scale: 2
Scale reliability coefficient: 0.6662



. mat LL=(999)

. mat v=(999, 999)

. forvalue i=1(1) nfactor' {

2. mat list L'’
3. mat LL=(LL\L'T)
4.
mat list v'i'
5. mat v=(W\v'i")
6.}
L1[5,1]
Factorl

bl .60095282
b2 74044362
b3 75673142
b4 79008254
b5 78971053

v1[1,2]
cl c2
rl 54598332 79153215

L2[5,1]
Factorl
b6 .66569431
b7 78127255
b8 .72994174
b9 77204697
b10 .75676461

v2[1,2]
cl c2

rl 55101997 .7951178

L3[3,1]
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Factorl
b1l .75701408
b12 .8351454
b13 .83495701

v3[1,2]
cl c2
rl .65589712 . 73767379

L4[6,1]
Factorl

b1ld 70764569
b15 77055847
bl6 .82746068
b17 79289769
b18 .79895218
b19 .75230321

va[1,2]
&l c2
rl .6020309 .86696241

15 [3¥

Factorl
b20 .88270639
b21 .88368212
b22 87112563

v5[1,2]
@l c2
rl 77297484 85282942

L6[2,1]

Factorl
b23 .86615719
b24 86615719
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v6[1,2]
cl c2
rl 75022829 .6661627

. mat colname v = %TotalVariance CronbachAlpha

. mat colname LL = FactorLoading

. mat list LL

LL[25,1]
FactorLoad~g
rl 999
bl  .60095282
b2  .74044362
b3 75673142
bd 79008254
b5  .78971053
b6  .66569431
b7 78127255
b8 .72994174
b9  .77204697
b10  .75676461
o L™\ BRHA00
D12 A3 351051
H13 253499701
bld 70764569
bl5  .77055847
bl6  .82746068
b17 *%.99289%67
b18  .79895218
b19  .75230321
b20  .88270639
b21  .88368212
b22  .87112563
b23  .86615719
b2d 86615719



. mat list v

v[7,2]
%TotalVari~e CronbachAl~a

rl 999 999

rl 54598332 79153215
rl 55101997 71951178
rl  .65589712  .73767379
rl 6020309  .86696241

rl 77297484  .85282942

rl .75022829 6661627

. mat2txt2 v using Tablel.xls , replace matname timestamp
(note: file Tablel.xls not found)
Open output file: shellout using "Tablel.xls"

View output file: view "Table1.xls"

. mat2txt2 LL using Tablel.xls , append matname timestamp
Open output file: shellout using "Tablel.xls"

View output file: view "Table1.xls"

end of do-file
. do "C:\Users\PCCOMP~1\AppData\Local\Temp\STDO0000000.tmp"

. *SET UP BEFORE RUN THE PROGRAM

. *Set up number of questions

. local numobs=421
. local numvar=24
. local rname="No b1l b2 b3 b4 b5 b6 b7 b8 b9 b10 b1l bl12 b13 b1d bl5 bl6 bl7

b1l
> 8 b19 b20 b21 b22 b23 b24"



. local numchoice=5

. *END SET UP

. ¥***Result file path
. cd "D:\RCIM-IS-Result\Results"
D:ARCIM-IS-Result\Results

. set more off

. *Add 5 obs to ensure all choices (1-5)

. local addobs="numobs'+ numchoice'

. set obs "addobs'

number of observations ( N) was 421, now 426

. forvalue i=1(1)'numchoice' {
2. forvalue j=1(1)'numvar' {
3. local obs="numobs'+i'
4. quireplace b’j'=""in "obs'
54
6.}

. qui g newid=_n

. *Create Frequency Table

. qui tab1 b1, matrow(M) matcell(fr1)
. qui sum b1 if newid<="numobs'

. qui scalar meanl=r(mean)

. qui mat TF=(M',0\fr1', mean1)
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. qui mat rown TF= label b1

. qui mat One=(0,0,0,0,0,0\1,1,1,1,1,0)

. forvalue i=2(1)' numvar' {

2.

3
a.
5.
6
7

qui tabl b'i', matrow(M) matcell(fr'i’)
qui sum b'i" if newid<="numobs'

qui scalar mean‘i'=r(mean)

qui mat TF=(TF\fr'i", mean'i')

qui mat One=(0One\1,1,1,1,1,0)

. drop if newid>"numobs'

(5 observations deleted)

. drop newid

. qui mat TF1=TF-One

. qui mat rown TF1="rname’

cb

0
4.4418052
4.4251781
4.4346793
4.3539192
4.4608076
4.4370546
4.5035629
4.5391924
4.3349169

. mat list TF1
TF1[25,6]

Gl c2 c3 cd G5
No 1 2 3 4 1)
b1l 0 0 10 2 15 196
b2 0 4 19 192 206
b3 0 0 B 4 214
ba 0 3 28 209 183
b5 0 0 30 167 224
b6 0 %) 15 198 205
b7 0 1 L9 168 230
b8 0 0 24 146 251
b9 0 -, 45 187 188
b10 0 0 32 187 202 4.4038005
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b1l 0 1 10 214 196 4.4370546
b12 0 0 25 140 256 4.5486936
b13 1 0 19 155 246 4.5320665
bld 3 0 18 180 220 4.4584323
b15 0 0 23 156 242 4.52019
b16 0 3 29 147 242 4.4916865
bl7 0 4 33 182 202 4.3824228
b18 0 0 a2 162 217 4.415677
b19 0 0 38 164 219 4.4299287
b20 3 9 21 182 206 4.3752969
b21 2 6 22 158 233 4.4584323
b22 1 10 24 149 237 4.4513064
b23 0 0 18 Il 226 4.4940618
b24 0 28 137 256 4.5415677

. mat2txt2 TF1 using Table2.xls , replace matname timestamp
(note: file Table2.xls not found)

Open output file: shellout using "Table2.xls"

View output file: view "Table2.x(s"

end of do-file

. do "D:\RCIM-IS-Result\Food\3 Food Generate Variables.do"

. *new file path data

. cd "D:\RCIM-IS-Result\Results"

D:\RCIM-IS-Result\Results

. capture drop x*

. capture drop cl

. set more off
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. *SET UP BEFORE RUN THE PROGRAM

. *Customer Expectation
. ¢ x1=(((b1+b2+b3+bd+b5)/5)-1)/4

. label variable x1 "Expectation"

. *Perceived Quality
. ¢ X2=((b6+b7+b8+b9+b10)/5)-1)/4

. label variable x2 "PQuality"

. *Perceived Value
.9 x3=(((b11+b12+b13)/3)-1)/4

. label variable x3 "PValue"

. *Customer Satisfaction
g x4=(((b14+b15+b16+b17+b18+b19)/6)-1)/4

. label variable x4 "CSI"

. *Customer Complaints
. ¢ x5=(((b20+b21+b22)/3)-1)/4

. label variable x5 "Complaint"

. *Customer Loyalty
. g x6=(((b23+b24)/2)-1)/4

. label variable x6 "Loyalty"

. *END SET UP

. *Descriptive Stat



. sum x*
Variable | Obs Mean  Std. Dev. Min

x1 | 421 .8558195 .1131607 .45
X2 | 421 .8609264 .1150025 5
X3 | 421 8764846 1194617 .4166667
x4 | 421 .8624307 .1258682 375
x5 | 421 .8570863 .1594569 0
X6 | 421 8794537 1297413 .5

.gcl=x1

. save data2.dta, replace

(note: file data2.dta not found)

file data2.dta saved

end of do-file

dde "D:\RCIM—IS—ResuLt\Qm\ﬂf Food Bivariate Table.do"
. ¥***Rasult file path

. cd "D:\RCIM-IS-Result\Results"
D:\RCIM-IS-Result\Results

. use "D:\RCIM-IS-Result\Results\data2.dta", clear

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. * Set up Dependent Variables
. local COR= "x1 x2 x3 x4 x5 x6"
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. * Set up number of variables
. * Number of Total Dependent Variables (x1-x6)
. local ndvar=6

. * Number of Total Independent Variables (a0-al1)

. local ninvar=11

. * Number of ttest End (a0-a3)
. local tend=3

. * Number of F-test Start (ad-all)
. local Fstart=4

. **Setup excel
. mat ttest999 = (99, 99, 99,-99, 99, 99, 99)

. mat2txt2 ttest999 using Table3.xls , replace
(note: file Table3.xls not found)

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

. *END SET UP

. ¥ *ttest

. forvalue j=0(1)tend' {
2. qui mat ttest’j'=(})
3. qui mat pvaluet’j'=(}")
4.
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. forvalue j=0/"tend' {

2. forvalue i=1(1)'ndvar' {

3 qui ttest x'i', by(a'j')
4. qui scalar t'i'=r(t)

5

qui mat ttest'j'=(ttest’j, t'i")

o

qui scalar p'i'=r(p)
qui mat pvaluet'j'=(pvaluet’j, p'i’)

}
9. mat list ttestj'

10. mat list pvaluet'j'
11.

mat rowname ttest’j'=ttestj'
12. mat rowname pvaluet'j'=pvaluet’j'
13.

mat2txt2 ttest’j' using Table3.xls , append
14. mat2txt2 pvaluet’j' using Table3.xls , append
15
-}

ttest0[1,7]

cl c2 €3 c4 ) cb
rl 0 4.3031774 4.2285068 3.6685499 3.4041925 2.7961878
@’

rl 2.4863038
pvaluetO[1,7]
cl c2 &3 c4 (€5 cb

rl 0 .00002098 .00002891 .00027537 .00072753 .0054089

c’



rl .0132964

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.x(s"

View output file: view "Table3.xls"

ttest1[1,7]

cl c2 c3 c4 c5 cb
rl 1 -.09503473 -.44262474 1.2448441 -.87924087 .80012257
cl

rl  1.7501417

pvaluetl[1,7]

cl c2 &3 c4 c5 cb
rl 1 .92433268 .65826559 .21388486 .37977465 .42409319
c’

rl .08082583

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.x(s"

ttest2[1,7]

&l c2 c3 c4 c5 c6b
rl 2 -2.2976208 -1.3261998 -1.243304 -2.529657 -1.3223357
cl

rl -.39515454

pvaluet2[1,7]

cl G2 €3 (/i c5 cb
rl 2 .0220754 .18549599 .21445107 .01178303 .18677774
cl

rl 69292993
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Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"
Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

ttest3[1,7]

cl c2 c3 c4 c5 cb
rl 3 35987308 3.8410954 4.1484507 4.9821201 4.5141823
cr

rl 3.1461556

pvaluet3[1,7]

cl c2 c3 c4 c5 cb
rl 3 .000358 .00014143 .00004055 9.215e-07 8.271e-06
cl

ri .00177234

Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

. forvalue j="Fstart'(1) ninvar' {
2. qui mat Ftest'j'=(})
3. qui mat pvalueFj'=(j)
4.}

. forvalue j="Fstart'(1) ninvar' {

2. forvalue i=1(1)'ndvar' {

3 qui oneway X'i'a’j'

4. qui scalar ftest'i'=r(F)

5 qui mat Ftest'j'=(Ftestj, ftest'i')

6 qui scalar pvaluef'i'=Ftail(r(df m),r(df r),r(F))
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qui mat pvalueF j'=(pvalueFj, pvaluef'i)
}
mat list Ftest'j'

10. mat list pvalueFj'
11.
mat rowname Ftest’j'=Ftest’}'
12. mat rowname pvalueF'j'=pvalueFj'
13.
mat2txt2 Ftest'j' using Table3.xls , append
14. mat2txt2 pvalueF'j' using Table3.xls , append
15.

Ftestd[1,7]

cl c2 €3 c4 c5 cb
rl 4 53934847 4.0745353 4.5630457 6.5983552 5.3068652
c’

rl 2.6027434

pvalueF4[1,7]

&l @2 c3 c4 @5 cb
rl 4 .00008084 .00127157 .00046114 6.333e-06 .00009701
@]/

rl .02472693

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"
Ftest5[1,7]
cl c2 c3 c4 ) cb

rl 5 1.1870469 .25844695 .06256784 .24429817 .3042699

c’
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rl 38698265

pvalueF5[1,7]

cl c2 c3 c4 c5 cb
rl 5 .3061474 77237331 93935813 .78336581 .73782499
cr

rl .67934592

Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest6[1,7]

cl c2 &3 c4 c5 cb

rl 6 15137117 1.8688315 3.0383665 1.7401231 1.8362287
c’

rl 3.958443

pvalueF6[1,7]

cl c2 c3 c4 c5 cb
rl 6 21033702 .13417439 .02892503 .15811879 .13989005
€

rl .00839342

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest7[1,7]

cl G2 €3 c4 c5 cb
rl 7 4.4033345 3.7997153 4.0738773 4.6242289 3.7750675
cl

rl 4.5151958
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pvalueF7[1,7]

cl c2 c3 c4 c5 cb
rl 7 .00064312 .00223936 .0012733 .00040587 .00235549
c’

rl .00050951

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest8[1,7]

cl c2 c3 c4 c5 cb

rl 8 7.8580908 5.7240193 4.0934017 10.153796 2.4549943
cl

rl  1.996905

pvalueF8[1,7]

G G2 @3 c4 €5 c6
rl 8 4.107e-06 .00017137 .00289041 7.499e-08 .04524631
c’

rl .09414364

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest9o[1,7]

! &2 c3 c4 &5 cb
rl 9 4.5242749 2.7436371 1.9173883 1.9997773 1.2599698
(A

rl 59767506



84

pvalueF9[1,7]

cl c2 c3 c4 c5 cb

rl 9 .00389641 .04280894 .12607359 .11338912 .2877027
cl

rl .6168248

Open output file: shellout using "Table3.x(s"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest10[1,7]

cl c2 @3 c4 €3 cb
rl 10 4.0679721 2.5316415 1.2832562 2.3483048 2.5935676
c’

rl 2.1087291

pvalueF10[1,7]

cl c2 @3 c4 &S cb
rl 10 .0072369 .05665099 .27964683 .07207573 .05220866
cr

rl .09848686

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest11[1,7]

cl c2 (&) c4 Eb cb
rl 11 2.8505619 1.8813509 2.2797411 2.6428744 1.1232185
c’

rl 99099313

pvalueF11[1,7]
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cl c2 c3 c4 c5 cb
rl 11 .03714512 .13203941 .0788363 .04891679 .33936081
cl

rl .39690049

Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. ¥*Table3 a0-a9
. forvalue j=0(1) "ninvar' {
2. use data2.dta, clear
3. collapse (count) c1 (mean) x1 (mean) x2 (mean) x3 (mean) x4 (mean
> ) x5 (mean) x6, by(a’j")
a. export excel using result_table3 a‘j'xlsx, sheet("a’j") firstrow
> (variables) replace
5.
3
file result_table3 a0.xlsx saved
file result table3 al.xlsx saved
file result table3 a2.xlsx saved
file result_table3 a3.xlsx saved
file result_table3 ad.xlsx saved
e3 ab5.xlsx saved
file result_table3 a6.xlsx saved
file result_table3 a7.xlsx saved
file result_table3 a8.xlsx saved
file result_table3 a9.xlsx saved

( \
( \
( \
L \
( \
file result_tab
( \
L \
( \
L \
file result table3 alO.xlsx saved
( \

(
(
L
(
(
L
(
(
(
L
(
file result_table3 all.xlsx saved

. corr "COR!
(obs=4)
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x1 | 1.0000

x2 | 0.8104

x3| 0.8412

x4 | 0.9010

x5| 0.6178

x6 | -0.1193
.mat h =r(Q)

1.0000
0.9652
0.9810
0.9535
0.3352

1.0000
0.9820
0.9286
0.0958

1.0000
0.8977 1.0000
0.1617 0.3997 1.0000

. mat2txt2 h using Table3.xls , append matname timestamp

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. *All Data (Combine Two Firms)

. use data2.dta, clear

. pwcorr "COR);, sig

x5 x6

| x1 X2 x3 x4
x1 | 1.0000

|

|
x2| 0.7178 1.0000

| 0.0000

x3| 0.6264 0.6935 1.0000
| 0.0000 0.0000

x4 | 0.7076 0.7713 0.7306 1.0000
| 0.0000 0.0000 0.0000

x5| 0.5075 0.5744 0.6188 0.6530 1.0000
| 0.0000 0.0000 0.0000 0.0000



x6 | 0.4969 0.5612 0.6276 0.5912 0.6866 1.0000
| 0.0000 0.0000 0.0000 0.0000 0.0000

. *Firm 1 - a0==

. pwcorr "COR' if a0==1, sig

| x1 x2 X3 x4 x5 X6

x1| 1.0000

|
x2 | 0.6375 1.0000

| 0.0000
|
x3| 0.5461 0.6035 1.0000
| 0.0000 0.0000
|
xd| 0.7075 0.6992 0.6913 1.0000
| 0.0000 0.0000 0.0000
|
x5] 05394 0.5505 0.6248 0.6850 1.0000
| 0.0000 0.0000 0.0000 0.0000
|
X6 [0 501405684 06501 -0:5965 #0° 71528, 10000
| 0.0000 0.0000 0.0000 0.0000 0.0000

. *Firm 2 - a0==2
. pwcorr "COR'" if a0==2, sig

[ x1 X2 x3 x4 x5 X6

x1| 1.0000

|
x2 | 0.7587 1.0000
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| 0.0000
|
x3| 0.6679 0.7437 1.0000
| 0.0000 0.0000
|
xd| 0.6903 0.8204 0.7509 1.0000
| 0.0000 0.0000 0.0000
|
x5| 0.4545 0.5893 0.6025 0.6059 1.0000
| 0.0000 0.0000 0.0000 0.0000
|
x6| 0.4678 0.5528 0.5954 0.5712 0.6427 1.0000
| 0.0000 0.0000 0.0000 0.0000 0.0000

end of do-file
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. import excel "D:\RCIM-IS-Result\Datal 1.xls", sheet("Export Data") firstrow

. do "D:\RCIM-IS-Result\Food\1 Food Factor Analysis - Cronbach Alpha - Loop.do"

. *Factor Analysis

. ¥***Result file path

. cd "D:\RCIM-IS-Result\Results"
D:\RCIM-IS-Result\Results

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. *Set up Group for Factor Analysis
. local F1="b1-b5"



. local F2= "b6-b10"

. local F3= "b11-b13"

. local F4= "b14-b19"

. local F5= "b20-b22"

. local F6= "b23-b24"

. *Set up number of factor

. local nfactor=6

. *END SET UP

. *Run Factor Analysis

. forvalue i=1(1) nfactor' {

2. factor "F'i", pcf mine(1)
3. mat L'i'=e(L)
4. mat E'i'=e(Ev)
5. scalar S'i'=e(evsum)
6. scalar V'i'=el(E'i',1,1)/ST'
T alpha "Fi"
8. scalar R'i'=r(alpha)
9. mpatet =N
10. mat v'i'=(V'i', R'i")
11.}
(obs=216)

Factor analysis/correlation

Method: principal-component factors

Rotation: (unrotated)

Number of obs = 216
Retained factors =

Number of params = 5

Factor | Eigenvalue Difference

Proportion Cumulative
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Factorl | 2.48119 1.62104 0.4962 0.4962
Factor2 | 0.86015 0.24961 0.1720 0.6683
Factor3 | 0.61055 0.02102 0.1221 0.7904
Factord | 0.58952 0.13094 0.1179 0.9083
Factor5 | 0.45859 . 0.0917 1.0000

LR test: independent vs. saturated: chi2(10) = 222.76 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

bl| 05540|  0.6931
b2| 0.7280|  0.4700
b3| 0.7030|  0.5057
bd| 0.7614|  0.4202
b5| 0.7551|  0.4298

Test scale = mean(unstandardized items)

Average interitem covariance:  .1294294

Number of items in the scale: 5

Scale reliability coefficient: 0.7441

(obs=216)

Factor analysis/correlation Number of obs = 216
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = b

Factor | Eigenvalue Difference Proportion Cumulative
Factor I ¢ 9239413 1.55190 0.4788 0.4788
Factor2 | 0.84222 0.13969 0.1684 0.6473

Factor3 | 0.70253 0.05769 0.1405 0.7878



Factord | 0.64484 0.22856 0.1290 0.9167
Factor5 | 0.41628 . 0.0833 1.0000

LR test: independent vs. saturated: chi2(10) = 206.43 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

! |
T T

b6| 0.6970|  0.5142
b7| 0.7858|  0.3824
b8 | 0.6244| 06101
b9 | 0.6798| 05378
b10| 0.6623|  0.5613

Test scale = mean(unstandardized items)

Average interitem covariance: 119298

Number of items in the scale: 5

Scale reliability coefficient: 0.7256

(obs=216)

Factor analysis/correlation Number of obs = 216
Method: principal-component factors Retained factors = Ik
Rotation: (unrotated) Number of params = 3

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 1.89933 1.28500 0.6331 0.6331
Factor2 |  0.61433  0.12800 0.2048 0.8379
Factor3 |  0.48633 ; 0.1621 1.0000

LR test: independent vs. saturated: chi2(3) = 121.34 Prob>chi2 = 0.0000



Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

4 |
T T

b1l| 0.7581|  0.4253
b12| 0.8033|  0.3546
b13| 0.8242|  0.3208

Test scale = mean(unstandardized items)

Average interitem covariance:  .1383147

Number of items in the scale: 3

Scale reliability coefficient: 0.7062

(obs=216)

Factor analysis/correlation Number of obs = 216
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 6

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 3.47548  2.69748 0.5792 0.5792
Factor2 |  0.77800  0.27878 0.1297 0.7089
Factor3 | 0.49922 0.05404 0.0832 0.7921
Factord |  0.44518  0.01181 0.0742 0.8663
Factor5 |  0.43336  0.06461 0.0722 0.9385
Factor6 | 0.36876 5 0.0615 1.0000

LR test: independent vs. saturated: chi2(15) = 499.47 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness



| |
Ll T

bld | 0.7573|  0.4265
b15| 0.7670| 04117
bl6| 0.8243|  0.3205
b17| 0.7732|  0.4021
b18| 0.7619|  0.4195
b19| 0.6751|  0.5442

Test scale = mean(unstandardized items)

Average interitem covariance: 199476

Number of items in the scale: 6

Scale reliability coefficient: 0.8540

(obs=216)

Factor analysis/correlation Number of obs = 216
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 3

Factor | Eigenvalue Difference Proportion Cumulative
Faetorls) A 2.3803504 V205960 0.7934 0.7934
Factor2 | . 0:32069 0.02168 0.1069 0.9003
Factor3 |  0.29901 - 0.0997 1.0000

LR test: independent vs. saturated: chi2(3) = 316.39 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

= |
T T

b20 | 0.8954|  0.1983
b21| 0.8887| 0.2101
b22| 0.8881| 02113
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Test scale = mean(unstandardized items)

Average interitem covariance:  .3835989

Number of items in the scale: 3

Scale reliability coefficient: 0.8695

(obs=216)

Factor analysis/correlation Number of obs = 216
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 1

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 1.49012 0.98024 0.7451 0.7451
Factor2 |  0.50988 : 0.2549 1.0000

LR test: independent vs. saturated: chi2(1) = 58.93 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

1 Il
T T

b23| 0.8632|  0.2549
b24 | 0.8632|  0.2549

Test scale = mean(unstandardized items)
Average interitem covariance:  .1777778

Number of items in the scale: 2
Scale reliability coefficient: 0.6572

. mat LL=(999)



. mat v=(999, 999)

. forvalue i=1(1)'nfactor' {

2. mat list L'
3. mat LL=(LL\L'T)
4.
mat list v'i'
5. mat v=(V\v'i")
6.}
L1[5,1]
Factorl
bl .5539711

b2 .72803985
b3 .70304857
bd 76142777
b5 75512676

v1[1,2]
&l c2
rl .49623839 74407901

[12[5% Y

Factorl
b6 .69700226
b7 7858441
b8 .62439337
b9 .67984483
b10 .66234935

v2[1,2]
=L c2
rl 47882517 72564716

L3[3,1]
Factorl
b1l .7581125
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b12 .80333736
b13 .82416508

v3[1,2]
cl c2
rl 63311119 .70624885

L4[6,1]
Factorl

b14 75732134
bl5 .76698556
bl6 .82429836
b17 77323357
b18 .76191605
b19 .67513434

va(1,2]
cl c2
rl .57924714 85397125

L5[3,1]

Factorl
b20 .89536254
b21 .88874967
b22 .88811375

v5[1,2]
cl c2
rl 79343203 .86946312

L6[2,1]

Factorl
b23 .86316916
b24 86316916

v6[1,2]
cl &2
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rl 74506099 .65716787

. mat colname v = %TotalVariance CronbachAlpha

. mat colname LL = FactorLoading

. mat list LL

LL[25,1]
FactorLoad~g
rl 999
bl 5539711
b2  .72803985
b3 .70304857
bd 76142777
b5 75512676
b6  .69700226
b7 .7858441
b8  .62439337
b9  .67984483
bl0  .66234935
b1l .7581125
bl2  .80333736
bl3  .82416508
D 1 5352 54,
H15. . (6693556
bl6  .82429836
bIT® 778253567
b18  .76191605
bl9  .67513434
20  .89536254
b21  .88874967
b22  .88811375
b23  .86316916
b24  .86316916

. mat list v
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v[7,2]
%TotalVari~e CronbachAl~a

rl 999 999

rl 49623839  .74407901
rl 47882517  .72564716
rl 63311119  .70624885
rl  .57924714 85397125
rl 79343203  .86946312
rl  .74506099  .65716787

. mat2txt2 v using Tablel.xls , replace matname timestamp
Open output file: shellout using "Tablel.xls"
View output file: view "Tablel.xls"

. mat2txt2 LL using Tablel.xls , append matname timestamp
Open output file: shellout using "Tablel.xls"

View output file: view "Tablel.xls"

end of do-file
. do "C:\Users\PCCOMP~1\AppData\Local\Temp\STDO0000000.tmp"

. *SET UP BEFORE RUN THE PROGRAM

. *Set up number of questions

. local numobs=216

. local numvar=24

. local rname="No b1l b2 b3 b4 b5 b6 b7 b8 b9 b10 b1l bl12 b13 b14d bl5 bl6 bl7
b1l

> 8 b19 b20 b21 b22 b23 b24"

. local numchoice=5
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. *END SET UP

. ¥**Result file path
. cd "D:\RCIM-IS-Result\Results"
D:\RCIM-IS-Result\Results

. set more off

. *Add 5 obs to ensure all choices (1-5)

. local addobs="numobs'+ numchoice'

. set obs "addobs'

number of observations (_N) was 216, now 221
. forvalue i=1(1)'numchoice’ {
2. forvalue j=1(1)'numvar' {
3. local obs="numobs'+'
4.  quireplace bj'=""in ‘obs'
5 1}
6.}
. qui g newid=_n
. *Create Frequency Table
. qui tabl b1, matrow(M) matcell(fr1)
. qui sum b1 if newid<="numobs'
. qui scalar meanl=r(mean)
. qui mat TF=(M',0\fr1', mean1)

. qui mat rown TF= label b1

. qui mat One=(0,0,0,0,0,0\1,1,1,1,1,0)



. forvalue i=2(1) numvar' {

Ny kRN

. drop if newid>"numobs'

(5 observations deleted)

. drop newid

. qui mat TF1=TF-One

. qui mat rown TF1="rname'

. mat list TF1
TF1[25,6]

el c2 3
No 1 P 3
b1l 0 0 5
b2 0 a4 5
b3 0 0 9
ba 0 3 6
b5 0 0 9
b6 0 3 8
b7 0 1 9
b8 0 0 6
b9 0 1 12
b10 0 0 5
b1l 0 1 5
b12 0 0 12
b13 0 0 il
bld 3 0
b15 0 0 5

qui scalar mean'i'=r(mean)
qui mat TF=(TR\fr'i", mean'i')
qui mat One=(0One\1,1,1,1,1,0)

c4

96
81
83
98
78
5id
68
60
e
94
101
56
65
81
59

qui tab1l b'i', matrow(M) matcell(fr'i’)

qui sum b'i" if newid<="numobs'

G5
5
iFi
126
124
109
199
118
138
150

cb

0
4.5092593
45231481
4.5324074
4.4490741
4.5555556
44814815

4.587963

4.6666667

104 4.4166667
117 4.5185185

109 4.4722222
148 4.6296296

147 4.662037
126 4.5138889
142 4.587963
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b16 0 3 11 69 133 4.537037
b17 0 4 8 85 119 4.4768519
b18 0 0 12 80 124 45185185
b19 0 0 9 80 127 4.5462963
b20 1 7 10 70 128 4.4675926
b21 1 4 11 56 144 45648148
b22 0 8 9 65 134 4.5046296
b23 0 0 10 82 124 4.5277778
b24 0 0 16 48 152 4.6296296

. mat2txt2 TF1 using Table2.xls , replace matname timestamp

Open output file: shellout using "Table2.xls"

View output file: view "Table2.xls"

end of do-file

. do "D:\RCIM-IS-Result\Food\3 Food Generate Variables.do"
. *new file path data

. cd "D:\RCIM-IS-Result\Results"

D:\RCIM-IS-Result\Results

. capture drop x*

. capture drop cl

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. *Customer Expectation
. ¢ x1=(((b1+b2+b3+bd+b5)/5)-1)/4

. label variable x1 "Expectation”
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. *Perceived Quality
. ¢ x2=(((b6+b7+b8+b9+b10)/5)-1)/4

. label variable x2 "PQuality"

. *Perceived Value
. ¢ x3=(((b11+b12+b13)/3)-1)/4

. label variable x3 "PValue"

. *Customer Satisfaction
. 8 xA=(((b14+b15+b16+b17+b18+b19)/6)-1)/4

. label variable x4 "CSI"

. *Customer Complaints
. g x5=(((b20+b21+b22)/3)-1)/4

. label variable x5 "Complaint"

. *Customer Loyalty
. ¢ x6=(((b23+b24)/2)-1)/4

. label variable x6 "Loyalty"

. SENW SE UP

. *Descriptive Stat

. sum x*
Variable | Obs Mean  Std. Dev. Min
x1 | 216 8784722  .104267 .45
X2 | 216 .8835648 .1013664 .5

X3 | 236, .89698 N NI IGSHY b

Max
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x4 | 216 .8825231 .1208269 375

x5 | 216 .8780864 .1660554 .0833333

X6 | 216 .8946759 .1300291 5
.gcl=xl

. save data2.dta, replace
file data2.dta saved

end of do-file

. do "D:\RCIM-IS-Result\Food\4 Food 1 Bivariate Table.do"

. ¥***Result file path

. cd "D:\RCIM-IS-Result\Results"
D:\RCIM-IS-Result\Results

. use "D:\RCIM-IS-Result\Results\data2.dta", clear

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. * Set up Dependent Variables
. local 'COR= X1 x2 X3 x4 x5:x6"

. * Set up number of variables
. * Number of Total Dependent Variables (x1-x6)

. local ndvar=6

. * Number of Total Independent Variables (a0-a10)

. local ninvar=10

. * Number of ttest End (a0-a2)
. local tend=2
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. * Number of F-test Start (a3-a10)
. local Fstart=3

. **Setup excel
. mat ttest999 = (99, 99, 99, 99, 99, 99, 99)

. mat2txt2 ttest999 using Table3.xls , replace
Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"

. END SET UP

¥ test

. forvalue j=0(1)tend' {
2. qui mat ttest'j'=(})
3. qui mat pvaluet’j'=(j)
4.

-}

. forvalue j=0/"tend' {

2 forvalue i=1(1)'ndvar' {

3 qui ttest x'i', by(a’j')
q. qui scalar t'i'=r(t)

5

qui mat ttest'j'=(ttest '}, t'i")

o\

qui scalar p'i'=r(p)
qui mat pvaluet'j'=(pvaluet’j, p'i')

}
9. mat list ttest’}'
10. mat list pvaluet'j'
11.

mat rowname ttest’j'=ttest '
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12. mat rowname pvaluet'j'=pvaluet’j'
13.
mat2txt2 ttest’j' using Table3.xls , append
14. mat2txt2 pvaluet’j' using Table3.xls , append
15.
3
ttestO[1,7]

cl c2 c3 c4 G5 cb

rl 0 5077772 1.1076283 1.7733253 51356476 1.8123952
cl

rl 3.002668

pvaluetO[1,7]

cl c2 &3 c4 c5 cb
rl 0 61213255 26926575 .07759712 .60808615 .07132662
c’

rl .00299466

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.x(s"

ttest1[1,7]

&l c2 c3 c4 c5 cb
rl 1 -.35960908 -.13673055 .51874916 -1.4478942 -.75945367
c’

rl -.26404838

pvaluetl[1,7]

cl G2 €3 (/i c5 cb
rl 1 .7194941 .89137233 60447168 .14911009 .44841698
cl

rl 79199674
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Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

ttest2[1,7]

cl c2 c3 c4 c5 cb
rl 2 .88879461 1.0264145 1.9071598 2.2063179 1.9854001
cr

rl 1.7376749

pvaluet2[1,7]

cl c2 c3 c4 c5 cb
rl 2 37511142 .30585501 .05783908 .02842526 .04837678
cl

ri .08370671

Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. forvalue j="Fstart'(1) ninvar' {
2. qui mat Ftest'j'=(})
3. qui mat pvalueFj'=(j)
4.}

. forvalue j="Fstart'(1)'ninvar' {

R forvalue i=1(1) ndvar' {

3 qui oneway x'i' a'j'

4 qui scalar ftest'i'=r(F)

5. qui mat Ftest'j'=(Ftest'}, ftest'i")

6 qui scalar pvaluef'i'=Ftail(r(df _m),r(df r),r(F))
7

qui mat pvaluefj'=(pvaluefj, pvaluefi)
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}
mat list Ftest'j'

10. mat list pvalueFj'
11.
mat rowname Ftest'j'=Ftest'j'
12. mat rowname pvalueF'j'=pvalueFj'
13.
mat2txt2 Ftest'j' using Table3.xls , append
14. mat2txt2 pvalueF'j' using Table3.xls , append
15.

Ftest3[1,7]

cl c2 &3 ct4 c5 cb

rl 3 1.7985025 2.4375272 3.6255273 1.9372206 29174789
c’

rl 2.58431

pvalueF3[1,7]

el c2 c3 c4 c5 cb
rl 3 .11445463 03574447 .00362675 .0894835 .01437039
@l

Fl {O2CL2057

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftestd[1,7]

cl G2 €3 (/i c5 cb
rl 4 .39908124 55777612 .10940988 .42860911 .27228996
cl

rl .01912522
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pvalueF4[1,7]

cl c2 c3 c4 c5 cb
rl 4 6714368 57331466 .89641328 .65197508 .76189809
cl

rl 98105819

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest5[1,7]

cl c2 @3 c4 €3 cb

rl 5 70760468 1.7450388 1.6230532 1.5955685 .69421811
c’

rl .7609399

pvalueF5[1,7]

cl c2 @3 c4 &S cb
rl 5 54843607 .15883138 .18503827 .19148394 .55650545
cr

rl 51714265

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest6[1,7]

cl c2 &) c4 65 cb

rl 6 56674095 .43509687 1.4844508 .90793293 1.4226551
c’

rl 1569301

pvalueF6[1,7]
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cl c2 c3 c4 c5 cb
rl 6 .72543908 .82376321 .1961595 .4767817 .21730431
cl

rl .17007647

Open output file: shellout using "Table3.xls"
View output file: view "Table3.x(s"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest7[1,7]

cl c2 c3 c4 c5 cb
rl 7 7502995 1.6776234 1.7553312 3.2317102 1.2139992
c’

rl 52705859

pvalueF7[1,7]

cl c2 @3 c4 5 cb

rl 7 55880859 .15635148 .13911476 .0133741 .30587884
Gl

rl .7159612

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest8[1,7]

@l c2 @3 c4 €5 cb
rl 8 1.1404281 55916029 .09275276 .95990391 .56664983
cl

rl .94234717

pvalueF8[1,7]
cl &2 @ c4 c5 c6
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rl 8 .33370335 .64254867 96397781 .41258026 .63756695

cr
rl 42104296
Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest9[1,7]

cl c2 c3 c4 G5 cb
rl 9 .94409327 27767736 1.3001864 1.7107463 2.0011722
c’

rl 2.3245954

pvalueF9[1,7]

cl c2 @3 c4 @5 cb
rl 9 42019481 .04224409 .27537322 .16581838 .11486652
L

rl .07590154

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest10[1,7]

cl &2 C3 c4 (@) cb
rl 10 .95805491 2.2635757 1.2918256 1.2959522 .47185915
=

rl 2.0958954

pvalueF10[1,7]
cl c2 @ c4 c5 cb
rl 10 .4134647 .08210266 .27818004 .27679144 70221157
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cr
ri .10179298
Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. ¥*Table3 a0-a9
. forvalue j=0(1) "ninvar' {
2. use data2.dta, clear
3. collapse (count) c1 (mean) x1 (mean) x2 (mean) x3 (mean) x4 (mean
> ) x5 (mean) x6, by(a’j")
q. export excel using result_table3 a’j'xlsx, sheet("a’j") firstrow
> (variables) replace
5.
3
file result_table3 a0.xlsx saved
file result_table3 al.xlsx saved
file result table3 a2.xlsx saved
file result_table3 a3.xlsx saved

file result table3 ad.xlsx saved

( \ (

( \ (

L \ (

( \ (

( \ L

file result table3 a5.xlsx saved

file result_table3 a6.xlsx saved

file result_table3 a7.xlsx saved

file result table3 a8.xlsx saved

file result_table3 a9.xlsx saved
L \ (

file result_table3 al0.xlsx saved

. corr "COR!

(obs=4)
| x1 X2 X3 x4 x5 X6
x1 | 1.0000

x2 | 0.6878 1.0000
x3| 0.7643 0.8377 1.0000
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x4 | 0.9273 0.8807 0.9332 1.0000

x5| 0.7490 0.9381 0.9746 0.9424 1.0000

x6 | 0.0625 0.7162 0.2693 0.3064 0.4708 1.0000
.mat h = r(C)

. mat2txt2 h using Table3.xls , append matname timestamp
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. *All Data (Combine Two Firms)

. use data2.dta, clear

. pwcorr "COR;, sig

| x1 X2 X3 x4 x5 X6

x1| 1.0000

|
x2| 0.6375 1.0000

| 0.0000
|
x3| 05461 0.6035 1.0000
| 0.0000 0.0000
|
x4 | -5075 | BraPRy, OnsIT2n-R0000
| 0.0000 0.0000 0.0000
|
x5] 05394 0.5505 0.6248 0.6850 1.0000
| 0.0000 0.0000 0.0000 0.0000
|
x6 | 05074 0.5584 0.6501 0.5965 0.7152 1.0000
| 0.0000 0.0000 0.0000 0.0000 0.0000




. *Firm 1 - a0==

. pwcorr "COR'"if a0=

| x1

=1, sig

X2

X3

x4

x5

x1 | 1.0000

|
x2 | 0.6357

| 0.0000
|

x3| 0.5742
| 0.0000
|

xd| 0.7525
| 0.0000
|

x5| 0.6301
| 0.0000

l
x6| 0.4716

1.0000

0.4871
0.0000

1.0000

0.6121 0.6069 1.0000

0.0000

0.4359 0.4686 0.6374 1.0000

0.0000

0.0000 0.0000 0.0000

0.3848 0.5290 0.3938 0.4906 1.0000

X6

| 0.0000 0.0000 0.0000 0.0000 0.0000

|

i - 20-=2

. pwcorr 'COR'" if a0==2, sig

| K1 x2 x3 x4 x5
x1 | 1.0000

|

|
x2 | 0.6395 1.0000

| 0.0000

x3 | 0.5227 0.6930 1.0000

| 0.0000

0.0000

X6
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|
x4 | 0.6597 0.7877 0.7794 1.0000

| 0.0000 0.0000 0.0000
|
x5] 0.4759 0.6286 0.7271 0.7421 1.0000
| 0.0000 0.0000 0.0000 0.0000
|
x6 | 0.5556 0.6690 0.7226 0.7764 0.8256 1.0000
| 0.0000 0.0000 0.0000 0.0000 0.0000

end of do-file
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2. Maximum number of variables is set to 5000; see help set_ maxvar.

. import excel "D:\RCIM-IS-Result\Datal 2.xls", sheet("Export Data") firstrow

. do "D:\RCIM-IS-Result\Food\1 Food Factor Analysis - Cronbach Alpha - Loop.do"

. *Factor Analysis

. ¥***Result file path

. cd "D:\RCIM-IS-Result\Results"
D:\RCIM-IS-Result\Results

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. *Set up Group for Factor Analysis
. local F1="b1-b5"
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. local F2= "b6-b10"

. local F3= "b11-b13"

. local F4= "b14-b19"

. local F5= "b20-b22"

. local F6= "b23-b24"

. *Set up number of factor

. local nfactor=6

. *END SET UP

. *Run Factor Analysis

. forvalue i=1(1) nfactor' {

2. factor "F'i", pcf mine(1)
3. mat L'i'=e(L)
4. mat E'i'=e(Ev)
5. scalar S'i'=e(evsum)
6. scalar V'i'=el(E'i',1,1)/ST'
T alpha "Fi"
8. scalar R'i'=r(alpha)
9. i ater (=N
10. mat v'i'=(V'i', R'i")
11.}
(obs=205)
Factor analysis/correlation Number of obs = 205
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 5

Factor | Eigenvalue Difference Proportion Cumulative




Factorl |  2.87147
Factor2 |  0.87034
Factor3 |  0.47710
Factord |  0.44431
Factor5 |  0.33678

2.00113
0.39324
0.03279
0.10753

0.5743
0.1741
0.0954
0.0889
0.0674

0.5743
0.7484
0.8438
0.9326
1.0000

LR test: independent vs. saturated: chi2(10) = 349.04 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl |

Uniqueness

bl| 0.6286 |
b2| 0.7457 |
b3| 0.7864 |
bd | 0.8060 |
b5| 0.8076 |

0.6049
0.4440
0.3815
0.3503
0.3478

Test scale = mean(unstandardized items)

Average interitem covariance:

Number of items in the sca
Scale reliability coefficient:
(obs=205)

Factor analysis/correlation

Method: principal-component factors

Rotation: (unrotated)

1796987
le: 5
0.8144
Number of obs = 205
Retained factors = 1
Number of params = b

Proportion Cumulative

Factor | Eigenvalue Difference

Factorl | 2.99145 2.25174 0.5983
Factor2 | 0 JmE9 1L 0.25181 0.1479
Factor3 |  0.48790  0.04911 0.0976

0.5983
0.7462
0.8438
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Factord | 0.43879 0.09663 0.0878 0.9316
Factor5 | 0.34216 . 0.0684 1.0000

LR test: independent vs. saturated: chi2(10) = 368.47 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl| Uniqueness

! |
T T

b6 | 0.6657|  0.5568
b7| 0.7823|  0.3881
b8 | 0.7781|  0.3945
b9 | 0.8286| 03135
b10| 0.8027|  0.3556

Test scale = mean(unstandardized items)

Average interitem covariance:  .2032999

Number of items in the scale: 5

Scale reliability coefficient: 0.8313

(obs=205)

Factor analysis/correlation Number of obs = 205
Method: principal-component factors Retained factors =
Rotation: (unrotated) Number of params = 3

Factor | Eigenvalue Difference Proportion Cumulative
Beltorl WA\ 281741l 1.43012 0.6725 0.0 25
Factor2 |  0.58730  0.19200 0.1958 0.8682
Factor3 |  0.39529 ; 0.1318 1.0000

LR test: independent vs. saturated: chi2(3) = 154.11 Prob>chi2 = 0.0000
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Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

4 |
T T

b1l| 0.7642|  0.4160
b12| 0.8536| 02714
b13| 0.8395|  0.2952

Test scale = mean(unstandardized items)

Average interitem covariance:  .1880121
Number of items in the scale: o)
Scale reliability coefficient: 0.7548
(0bs=205)

Factor analysis/correlation

Number of obs = 205

Method: principal-component factors Retained factors =

Rotation: (unrotated) Number of params =

Factor | Eigenvalue Difference Proportion Cumulative
Ractorly F 3 368 2y (10 0.6144 0.6144
Factor2 | -0.91130.. 0.46632 0.1519 0.7663
Factor3 | 0.44498 0.04925 0.0742 0.8404
Factord |  0.39573  0.10871 0.0660 0.9064
Factor5 |  0.28703  0.01245 0.0478 0.9542
Factor6 | 0.27458 ; 0.0458 1.0000

LR test: independent vs. saturated: chi2(15) = 619.78 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness
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| |
Ll T

bld | 0.6554|  0.5705
b15| 0.7707|  0.4060
bl6| 0.8345|  0.3036
b17| 0.8013|  0.3579
b18| 0.8229|  0.3228
b19| 0.8045|  0.3528

Test scale = mean(unstandardized items)

Average interitem covariance:  .2284633

Number of items in the scale: 6

Scale reliability coefficient: 0.8732

(0bs=205)

Factor analysis/correlation Number of obs = 205
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 3

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 2.22891 1.81369 0.7430 0.7430
Reicteor?y I 3 O 05955 0.1384 0.8814
FactarBl| —~0.B5880 . 0.1186 1.0000

LR test: independent vs. saturated: chi2(3) = 225.64 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

! |
T T

b20 | 0.8621|  0.2568
b21| 0.8738|  0.2364
b22| 0.8498|  0.2778
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Test scale = mean(unstandardized items)

Average interitem covariance:  .2952335

Number of items in the scale: »,

Scale reliability coefficient: 0.8264

(obs=205)

Factor analysis/correlation Number of obs = 205
Method: principal-component factors Retained factors = 1
Rotation: (unrotated) Number of params = 1

Factor | Eigenvalue Difference Proportion Cumulative
Factorl | 1.50659 1.01319 0.7533 0.7533
Factor2 | 0.49341 : 0.2467 1.0000

LR test: independent vs. saturated: chi2(1) = 60.35 Prob>chi2 = 0.0000

Factor loadings (pattern matrix) and unique variances

Variable | Factorl | Uniqueness

! |
T T

b23| 0.8679|  0.2467
b24 | 0.8679|  0.2467

Test scale = mean(unstandardized items)

Average interitem covariance:  .1755619
Number of items in the scale: 2
Scale reliability coefficient: 0.6718



. mat LL=(999)

. mat v=(999, 999)

. forvalue i=1(1) nfactor' {

2. mat list L'’
3. mat LL=(LL\L'T)
4.
mat list v'i'
5. mat v=(\\v'i")
6.}
L1[5,1]
Factorl

bl .62859748
b2 74566857
b3 .78642199
b4 .80601369
b5 .80758702

v1[1,2]
cl c2
rl 57429416 .81442579

L2[5,1]
Factorl
b6 .66569937
b7 7822664
b8 77811775
b9 .82857286
b10 .80271453

v2[1,2]
cl c2

rl 59828944 .83126056

L3[3,1]
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Factorl
bll .7642111
b12 .85359361
b13 .83950666

v3[1,2]
cl c2
rl 6724707 .75484821

L4[6,1]
Factorl

bld .65538364
bl15 77068767
bl6 .83450237
b17 .80131226
b18 .82294141
b19 .80447455

va[1,2]
&l c2
rl .6143991 8731532

15 [3¥

Factorl
b20 .86206415
b21 .87383706
b22 .84980094

v5[1,2]
@l c2
rl 74296915 82639219

L6[2,1]
Factorl

b23 .8679267

b24 8679267
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v6[1,2]

rl 75329676 .67182138

. mat colname v = %TotalVariance CronbachAlpha

. mat colname LL = FactorLoading

cl c2

. mat list LL
LL[25,1]
FactorLoad~g
rl 999
bl .62859748
b2  .74566857
b3  .78642199
bd  .80601369
b5 .80758702
b6  .66569937
b7 1822664
b8E, f F LTS
b9  .82857286
bl0  .80271453
of il 7642111
b12  .85359361
bl3  .83950666
bld 65538364
bl5  .77068767
bl6  .83450237
b17 *%.8018 1206
b18  .82294141
b19  .80447455
b20  .86206415
b21  .87383706
b22  .84980094
b23 8679267
b24 8679267
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. mat list v

v[7,2]

%TotalVari~e CronbachAl~a

ri 999 999

rl 57429416  .81442579
rl  .59828944 83126056
ri 6724707  .75484821
rl 6143991 8731532
rl 74296915  .82639219
rl 75329676  .67182138

. mat2txt2 v using Tablel.xls , replace matname timestamp
(note: file Tablel.xls not found)
Open output file: shellout using "Tablel.xls"

View output file: view "Table1.xls"

. mat2txt2 LL using Tablel.xls , append matname timestamp
Open output file: shellout using "Tablel.xls"

View output file: view "Tablel.x(s"

end of do-file

. do "C:\Users\PCCOMP~1\AppData\Local\Temp\STD0O0000000.tmp"

. *SET UP BEFORE RUN THE PROGRAM

. *Set up number of questions

. local numobs=205

. local numvar=24

126

. local mame="No b1 b2 b3 b4 b5 b6 b7 b8 b9 b10 b1l b12 b13 bld bl5 bl6 bl7

b1l

> 8 b19 b20 b21 b22 b23 b24"

. local numchoice=5
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. *END SET UP

. ¥**Result file path
. cd "D:\RCIM-IS-Result\Results"
D:ARCIM-IS-Result\Results

. set more off

. *Add 5 obs to ensure all choices (1-5)

. local addobs="numobs'+ numchoice'

. set obs "addobs'

number of observations ( N) was 205, now 210

. forvalue i=1(1)'numchoice' {
2. forvalue j=1(1)'numvar' {
3. local obs="numobs'+'
4. quireplace bj'=""in ‘obs'
508
6.}
. qui g newid=_n
. *Create Frequency Table
. qui tab1 b1, matrow(M) matcell(fr1)
. qui sum b1 if newid<="numobs'
. qui scalar meanl=r(mean)

. qui mat TF=(M',0\fr1', mean1)

. qui mat rown TF= label bl



. qui mat One=(0,0,0,0,0,0\1,1,1,1,1,0)

. forvalue i=2(1) numvar' {
2. qui tab1 b'i', matrow(M) matcell(fr'i")
3 qui sum b'i" if newid<="numobs'
a4 qui scalar mean‘i'=r(mean)
5. qui mat TF=(TR\fr'i", mean'i')
6 qui mat One=(0One\1,1,1,1,1,0)
7

. drop if newid>'numobs'
(5 observations deleted)
. drop newid

. qui mat TF1=TF-One

. qui mat rown TF1="rname’

. mat list TF1
TF1[25,6]

cl c2 c3 cd @ cb
No 1 2 3 a4 5 0
bl 0 0 B 119 81 4.3707317
b2 0 0 14 111 80 4.3219512
b3 0 0 22 93 90 4.3317073
ba 0 0 22 109 74 4.2536585
b5 0 0 <l 89 95 43609756
b6 0 0 7 ikl 87 4.3902439
b7 0 0 10 100 95 4.4146341
b8 0 0 18 86 101 4.404878
b9 0 0 33 88 84 4.2487805
b10 0 0 2k 93 85 4.2829268
b11 0 0 S 113 87 4.4
b12 0 0 13 84 108 4.4634146
b13 1 0 15 90 99 4.395122
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bld 0 0 12 99 94 4.4

b15 0 0 8 97 100 4.4487805
b16 0 0 18 78 109 4.4439024
bl7 0 0 25 97 83 4.2829268
b18 0 0 30 82 93 43073171
b19 0 0 29 84 92 43073171
b20 2 2 11 112 78 4.2780488
b21 1 2 11 102 89 4.3463415
b22 1 2 15 84 103 4.395122
b23 0 0 8 95 102 4.4585366
b24 0 0 12 89 104 4.4487805

. mat2txt2 TF1 using Table2.xls , replace matname timestamp
(note: file Table2.xls not found)
Open output file: shellout using "Table2.xls"

View output file: view "Table2.xls"

end of do-file

. do "D:\RCIM-IS-Result\Food\3 Food Generate Variables.do"
. *new file path data

. cd "D:\RCIM-IS-Result\Results"

D:\RCIM-IS-Result\Results

. capture drop x*

. capture drop cl

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. *Customer Expectation
. ¢ x1=(((b1+b2+b3+bd+b5)/5)-1)/4

. label variable x1 "Expectation"



. *Perceived Quality
. ¢ x2=(((b6+b7+b8+b9+b10)/5)-1)/4

. label variable x2 "PQuality"

. *Perceived Value
. ¢ x3=(((b11+b12+b13)/3)-1)/4

. label variable x3 "PValue"

. *Customer Satisfaction
. 8 xA=(((b14+b15+b16+b17+b18+b19)/6)-1)/4

. label variable x4 "CSI"

. *Customer Complaints
. g x5=(((b20+b21+b22)/3)-1)/4

. label variable x5 "Complaint"

. *Customer Loyalty
. ¢ x6=(((b23+b24)/2)-1)/4

. label variable x6 "Loyalty"

T oS ENIR

. *Descriptive Stat

. sum x*

Variable | Obs Mean  Std. Dev. Min
x1 | 205 .8319512 1174321 5
x2 | 205 .8370732 .1236346 -
X3 | 205 .8548781  .124768 .4166667

x4 | 205 .8412602 .1278801 =

Max
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x5 | 205 .8349594 1494272 0
X6 | 205 .8634146 1277992 5
.gcl=xl

. save data2.dta, replace

(note: file data2.dta not found)

file data2.dta saved

end of do-file

. do "D:\RCIM-IS-Result\Food\4 Food 1 Bivariate Table.do"
. ¥***Result file path

. cd "D:\RCIM-IS-Result\Results"

D:\RCIM-IS-Result\Results

. use "D:\RCIM-IS-Result\Results\data2.dta", clear

. set more off

. *SET UP BEFORE RUN THE PROGRAM

. * Set up Dependent Variables
. local COR= "x1 x2 x3 x4 x5 x6"

. * Set up number of variables
. * Number of Total Dependent Variables (x1-x6)

. local ndvar=6

. * Number of Total Independent Variables (a0-a10)

. local ninvar=10

. * Number of ttest End (a0-a2)
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. local tend=2

. * Number of F-test Start (a3-a10)
. local Fstart=3

. **Setup excel
. mat ttest999 = (99, 99, 99, 99, 99, 99, 99)

. mat2txt2 ttest999 using Table3.xls , replace
(note: file Table3.xls not found)
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. *END SET UP

. *ttest

. forvalue j=0(1)tend' {
2. qui mat ttestj'=('j')
3. qui mat pvaluet'j'=(j')
4,

4

. forvalue j=0/"tend' {

23 forvalue i=1(1)'ndvar' {

3 qui ttest xi', by(a'j)
a. qui scalar t'i'=r(t)

5

qui mat ttest’j'=(ttest'j', t'i")

o

qui scalar p'i'=r(p)
Y. qui mat pvaluet'j'=(pvaluet’j, p'i’)

}
9. mat list ttestj'
10. mat list pvaluetj'



11.
mat rowname ttest’j'=ttest’j'
12.  mat rowname pvaluet'j'=pvaluet’j'
13.
mat2txt2 ttest’j' using Table3.xls , append
14. mat2txt2 pvaluet’j' using Table3.xls , append
15.
3

ttestO[1,7]

cl c2 c3 ct c5 c6
rl 0 -.83235585 -1.7582928 -.10047927 -1.9482091 -1.0058286
cr

rl -.68455941

pvaluetO[1,7]

cl c2 @3 c4 @> cb

rl 0 .40618624 .08020467 .920063 .05276849 .31569546
e

rl .4944028

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

ttest1[1,7]

cl c2 &) c4 @5 cb
rl 1 -3.0958353 -1.8914612 -2.3536641 -2.3959785 -1.3714319
c’

rl -.48868532

pvaluetl[1,7]
cl c2 c3 c4 c5 cb
ri 1 .00223976 .05998664 .01954505 .01748381 .17175435
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o
ri .62559201
Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

ttest2[1,7]

cl c2 c3 c4 @5 cb
rl 2 4.0370203 4.140907 3.8219055 4.7962087 4.5661498
c’

rl 2.6530944

pvaluet2[1,7]

cl c2 @ c4 c5 cb
rl 2 .0000767 .00005072 .00017605 3.126e-06 8.604e-06
c’

rl .00860681

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. forvalue j="Fstart'(1) ninvar' {
2. qui mat Ftest'j'=(}")
3. qui mat pvalueFj'=(})
4.}

. forvalue j="Fstart'(1) ninvar' {

2. forvalue i=1(1)'ndvar' {

3 qui oneway x'i' a'j'

a. qui scalar ftest'i'=r(F)

5 qui mat Ftest'j'=(Ftest'j, ftest'i")
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6 qui scalar pvaluef'i'=Ftail(r(df _m),r(df r),r1(F))
7. qui mat pvalueF j'=(pvalueF'j, pvaluef'i’)
8. }
9 mat list Ftest'j'
10. mat list pvalueFj'
11.
mat rowname Ftest’j'=Ftest’}'
12. mat rowname pvalueF'j'=pvalueFj'
13.
mat2txt2 Ftest'j' using Table3.xls , append
14. mat2txt2 pvalueF'j' using Table3.xls , append
15.

Ftest3[1,7]

cl c2 @5 c4 c5 cb
rl 3 7.8201743 6.7479852 5.7501267 8.1604683 49671103
cr

rl 3.3367619

pvalueF3[1,7]

cl c2 €3 cd c5 cb

rl 3 9.662e-07 7.816e-06 .00005568 5.002e-07 .00026164
crl

rl .0064533

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftestd[1,7]
&l c2 c3 c4 @5 cb
rl 4 1.0803936 .61467568 .02210432 .00609497 .54273702
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c’
rl .99067159

pvalueF4[1,7]

cl c2 c3 c4 c5 cb
rl 4 34141518 54182468 .97814055 .99392375 .58200049
c’

rl 37312397

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.x(s"

Ftest5[1,7]

cl c2 @ c4 c5 cb
rl 5 3.2186977 4.4539062 3.9299419 4.6170608 2.7774696
c’

rl 3.9412616

pvalueF5[1,7]

&l @2 c3 c4 c5 cb
rl 5 .0238188 .00470568 .00937125 .00379706 .04234811
&/

rl .00923289

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"
Ftest6[1,7]
cl c2 c3 « cb cb

rl 6 6.1297555 5.0758784 4.4606334 4.6065475 3.1208325

c’
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rl 4.3646541

pvalueF6[1,7]

cl c2 c3 c4 c5 cb
rl 6 .00002634 .00021101 .0007118 .0005336 .00980169
cr

rl .00086023

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest7[1,7]

cl c2 &3 c4 c5 cb
rl 7 11.018808 6.777733 5.1030299 8.7249838 1.7710358
c’

rl 2.3808607

pvalueF7[1,7]

cl c2 c3 c4 c5 cb
rl 7 4.273e-08 .000039 .0006175 1.640e-06 .13608987
€

Fl {05292501

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest8[1,7]

cl G2 €3 cd c5 cb
rl 8 6.0645569 6.2502406 3.3876789 4.0466992 2.6289695
c’

rl 1.1129299
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pvalueF8[1,7]

cl c2 c3 c4 c5 cb

rl 8 .00056839 .00044592 .0190922 .00803812 .05135029
cl

rl .3449279

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"
Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest9o[1,7]

cl c2 @3 c4 €3 cb
rl 9 5.2219 4.3012395 3.8126084 4.9008058 1.6564966
c’

rl 1.2644287

pvalueF9[1,7]

cl c2 @3 c4 &S cb
rl 9 .00171498 .0057519 .01093312 .00261486 .17765806
cr

rl 28771847

Open output file: shellout using "Table3.xls"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

Ftest10[1,7]

cl c2 €9 c4 Eb cb
rl 10 3.3418932 3.5922127 3.395841 3.3360859 1.6996363
c’

rl .12888932
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pvalueF10[1,7]

cl c2 c3 c4 c5 cb
rl 10 .02027214 .01460154 .01888914 .02042689 .16833155
c’

rl .94286248

Open output file: shellout using "Table3.x(s"
View output file: view "Table3.xls"

Open output file: shellout using "Table3.xls"

View output file: view "Table3.x(s"

. ¥*Table3 a0-a9
. forvalue j=0(1) "ninvar' {
2. use data2.dta, clear
3. collapse (count) c1 (mean) x1 (mean) x2 (mean) x3 (mean) x4 (mean
> ) x5 (mean) x6, by(a'j')
a. export excel using result_table3 a'j'xlsx, sheet("a’j") firstrow
> (variables) replace
5.
3
file result_table3 a0.xlsx saved
file result table3 al.xlsx saved
file result_table3 a2.xlsx saved
file result_table3 a3.xlsx saved

file result table3 ad.xlsx saved

\ L

\ (

\ (

\ (

\ (

file result_table3 a5.xlsx saved

file result_table3 a6.xlsx saved

file result table3 a7.xlsx saved

file result_table3 a8.xlsx saved

file result_table3 a9.xlsx saved
( (

file result table3 al0.xlsx saved

. corr "COR!'
(obs=4)




x1| 1.0000
x2 | 0.8960
x3| 0.9542
xd | 0.9236
x5 | 0.6584
x6| 0.6191
.mat h =r(Q)

1.0000
0.9686
0.9977
0.9229
0.8639

1.0000
0.9780
0.8098
0.7127
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1.0000
0.8960 1.0000
0.8418 0.9539 1.0000

. mat2txt2 h using Table3.xls , append matname timestamp

Open output file: shellout using "Table3.xls"

View output file: view "Table3.xls"

. *All Data (Combine Two Firms)

. use data2.dta, clear

. pwcorr "COR], sig

X6

| x1 X2 X3 x4 x5
x1] 1.0000
|
|
X2 | 0.7587 1.0000
| 0.0000
|
x3 | 0.6679 0.7437 1.0000
| 0.0000 0.0000
|
x4 | 0.6903 0.8204 0.7509 1.0000
| 0.0000 0.0000 0.0000
|
><5| 0.4545 0.5893 0.6025 0.6059 1.0000
| 0.0000 0.0000 0.0000 0.0000
|
><6| 0.4678 05528 0.5954 0.5712 0.6427 1.0000

| 0.0000 0.0000 0.0000 0.0000 0.0000



. *Firm 1 - a0==

. pwcorr "COR' if a0=

=1, sig

| x1 x2 X3 x4 x5 x6
x1] 1.0000
|
|
x2 | 0.7341 1.0000
| 0.0000
|
x3| 0.6238 0.7461 1.0000
| 0.0000 0.0000
|
xd| 0.7101 0.8320 0.8196 1.0000
| 0.0000 0.0000 0.0000
|
x5| 0.3796 0.5323 0.6118 0.5712 1.0000
| 0.0001 0.0000 0.0000 0.0000
|
x6| 0.3850 0.4964 0.6136 0.6011 0.6267 1.0000
| 0.0001 0.0000 0.0000 0.0000 0.0000
|
B2 a0 ==2

. pwcorr "COR' if a0==2, sig

| x1 X2 X3 x4 5 X6
x1| 1.0000

|

|
x2| 0.7871 1.0000

| 0.0000

|
x3| 0.7138

0.7544 1.0000
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| 0.0000 0.0000
|
xd| 0.6682 0.8010 0.6950 1.0000
| 0.0000 0.0000 0.0000
|
x5] 0.5459 0.6602 0.6022 0.6477 1.0000
| 0.0000 0.0000 0.0000 0.0000
|
x6| 0.5528 0.6150 0.5786 0.5374 0.6648 1.0000
| 0.0000 0.0000 0.0000 0.0000 0.0000

end of do-file
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