
APPENDIX II 

 

Descriptive Statistics (Service Quality) 

 

N 

Minimu

m Maximum Mean 

Std. 

Deviation Skewness Kurtosis 

 

Statistic Statistic Statistic Statistic Statistic Statistic 

Std. 

Error Statistic Std. Error 

SQ1 300 1 7 4.60 1.079 .069 .141 -.055 .281 

SQ2 300 2 7 4.69 1.179 .183 .141 -.376 .281 

SQ3 300 1 7 4.57 1.109 .149 .141 .020 .281 

SQ4 300 1 7 4.37 1.216 .085 .141 -.083 .281 

SQ5 299 1 7 4.54 1.272 .044 .141 -.273 .281 

SQ6 300 1 7 4.55 1.241 -.184 .141 -.107 .281 

SQ7 300 1 7 4.49 1.247 .028 .141 .066 .281 

SQ8 300 1 7 4.62 1.181 .056 .141 -.298 .281 

SQ9 300 1 7 4.40 1.327 -.011 .141 -.314 .281 

SQ10 300 1 7 4.52 1.289 .081 .141 -.464 .281 

SQ11 300 1 7 4.46 1.296 .077 .141 -.087 .281 

SQ12 300 1 7 4.66 1.221 .093 .141 -.298 .281 

SQ13 300 2 7 4.60 1.245 .076 .141 -.593 .281 

SQ14 300 1 7 4.47 1.289 -.353 .141 .219 .281 

SQ15 300 1 7 4.49 1.217 .240 .141 -.297 .281 

SQ16 300 1 7 4.70 1.155 .042 .141 -.127 .281 

SQ17 300 1 7 4.52 1.258 -.073 .141 -.303 .281 

SQ18 300 1 7 4.45 1.243 .136 .141 -.030 .281 

SQ19 300 1 7 4.35 1.192 .185 .141 -.031 .281 

SQ20 300 1 7 4.33 1.211 .088 .141 -.034 .281 

SQ21 300 1 7 4.33 1.225 -.080 .141 .397 .281 

SQ22 300 1 7 4.71 1.328 -.333 .141 -.068 .281 

Valid N 

(listwise) 

299 
        

 

 

 



 

 

 

 

 

 

 

Descriptive Statistics (Price) 

 N Minimum Maximum Mean Std. Deviation Skewness Kurtosis 

 Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 

P1 300 1 10 6.23 1.805 -.428 .141 .831 .281 

P2 300 1 10 6.32 1.723 -.291 .141 .838 .281 

P3 300 1 10 6.27 1.851 -.392 .141 .426 .281 

P4 300 1 10 5.69 2.108 -.623 .141 .167 .281 

Valid N (listwise) 300         

Descriptive Statistics (Brand Trust) 

 N Minimum Maximum Mean Std. Deviation Skewness Kurtosis 

 Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 

BT1 300 1 10 6.99 1.462 -.629 .141 1.141 .281 

BT2 300 3 10 7.07 1.477 -.416 .141 .166 .281 

BT3 300 2 10 7.00 1.492 -.352 .141 .366 .281 

BT4 300 1 10 7.03 1.670 -.515 .141 .469 .281 

Valid N (listwise) 300         

Descriptive Statistics (Brand Image) 

 N Minimum Maximum Mean Std. Deviation Skewness Kurtosis 

 Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 

BI1 300 1 10 7.04 1.946 -.699 .141 -.141 .281 

BI2 300 1 10 6.99 1.846 -.624 .141 .037 .281 

BI3 300 1 10 7.04 2.135 -.575 .141 -.556 .281 

BI4 300 1 10 7.41 2.132 -.572 .141 -.518 .281 

BI5 300 1 10 7.40 1.916 -.777 .141 -.080 .281 

Valid N (listwise) 300         



 

 

 

 

 

 

 

 

 

 

 

 

Descriptive Statistics (Customer Value) 

 N Minimum Maximum Mean Std. Deviation Skewness Kurtosis 

 Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 

CV1 300 1 7 4.67 1.080 .101 .141 .142 .281 

CV2 300 1 7 4.46 1.175 -.005 .141 -.027 .281 

Valid N (listwise) 300         

Descriptive Statistics (Customer Loyalty) 

 N Minimum Maximum Mean Std. Deviation Skewness Kurtosis 

 Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 

CL1 300 1 10 6.77 1.763 -.374 .141 .354 .281 

CL2 299 1 10 6.34 1.743 -.057 .141 .425 .281 

CL3 300 1 10 5.93 1.860 .066 .141 .310 .281 

CL4 300 1 10 4.58 2.165 .465 .141 -.172 .281 

CL5 300 1 10 6.87 1.741 -.475 .141 1.008 .281 

Valid N (listwise) 299         



Coefficients 

 

 

 

Excluded Variables
d
 

Model Beta In t Sig. 

Partial 

Correlation 

Collinearity Statistics 

Tolerance VIF 

Minimum 

Tolerance 

1 Brand Image .181
a
 2.891 .004 .212 .491 2.036 .491 

Brand Trust .454
a
 8.351 .000 .532 .492 2.031 .492 

Serv Quality .314
a
 6.250 .000 .425 .659 1.517 .659 

2 Brand Image -.077
b
 -1.202 .231 -.090 .357 2.799 .357 

Serv Quality .151
b
 2.814 .005 .208 .483 2.070 .361 

3 Brand Image -.091
c
 -1.461 .146 -.110 .355 2.818 .292 

a. Predictors in the Model: (Constant), Price 

b. Predictors in the Model: (Constant), Price, Brand Trust 

c. Predictors in the Model: (Constant), Price, Brand Trust, Serv Quality 

Model 

Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. 

Correlations 

Collinearity 

Statistics 

B Std. Error Beta 

Zero-

order Partial Part 

Toleranc

e VIF 

1 (Constant) 2.92

8 

.233 
 

12.564 .000 
     

Price .670 .038 .801 17.851 .000 .801 .801 .801 1.000 1.000 

2 (Constant) 1.38

7 

.271 
 

5.125 .000 
     

Price .399 .045 .478 8.798 .000 .801 .552 .335 .492 2.031 

Brand Trust .467 .056 .454 8.351 .000 .794 .532 .318 .492 2.031 

3 (Constant) .850 .327  2.600 .010      

Price .380 .045 .454 8.414 .000 .801 .536 .315 .480 2.083 

Brand Trust .374 .064 .363 5.834 .000 .794 .403 .218 .361 2.771 

Serv Quality  .190 .068 .151 2.814 .005 .674 .208 .105 .483 2.070 

a. Dependent Variable: Customer Value_10 



Excluded Variables
d
 

Model Beta In t Sig. 

Partial 

Correlation 

Collinearity Statistics 

Tolerance VIF 

Minimum 

Tolerance 
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a
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a
 8.351 .000 .532 .492 2.031 .492 

Serv Quality .314
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 6.250 .000 .425 .659 1.517 .659 
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b
 -1.202 .231 -.090 .357 2.799 .357 

Serv Quality .151
b
 2.814 .005 .208 .483 2.070 .361 
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c. Predictors in the Model: (Constant), Price, Brand Trust, Serv Quality 

 

 

 

Collinearity Diagnostics
a
 

Model 

Dimensi

on Eigenvalue Condition Index 

Variance Proportions 

(Constant) Price BrandTr ServQuality 

1 1 1.950 1.000 .02 .02   

2 .050 6.253 .98 .98   

2 1 2.933 1.000 .01 .01 .00  

2 .050 7.665 .54 .46 .00  

3 .017 13.127 .45 .54 1.00  

3 1 3.918 1.000 .00 .00 .00 .00 

2 .052 8.656 .25 .50 .00 .01 

3 .018 14.573 .58 .46 .37 .13 

4 .011 18.642 .16 .03 .62 .86 

a. Dependent Variable: Customer Value  

 

 

 



Residuals Statistics
a
 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 2.6537 10.2888 6.8810 1.41053 300 

Residual -1.92740 3.23359 .00000 .80573 300 

Std. Predicted Value -2.997 2.416 .000 1.000 300 

Std. Residual -2.372 3.979 .000 .992 300 

a. Dependent Variable: Customer Value  

 

 

 

Tests of Normality 

 Kolmogorov-Smirnov
a
 Shapiro-Wilk 

 Statistic df Sig. Statistic df Sig. 

Cust Value .153 300 .000 .963 180 .000 

Price .060 300 .200
*
 .990 180 .253 

Brand Image .056 300 .200
*
 .990 180 .266 

Brand Trust .062 300 .089 .988 180 .134 

Serv Qulity .043 300 .200
*
 .988 180 .128 

Cust Loyalty .053 300 .200
*
 .994 180 .642 

a. Lilliefors Significance Correction 

*. This is a lower bound of the true significance. 

 

 

 

 


