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L'étude visait a identifier la qualité des services ATM et leur impact sur la fidélisation de la clientéle
avec la présence de la satisfaction de la variable médiatrice,

La population d'étude peut étre constituée de tous les clients détenteurs d'une carte électronique «
carte bancaire » ou « carte dorée ».

L'étude a été menée selon l'approche analytique descriptive et s'est appuyée sur la collecte de
données a partir de sources primaires dans un questionnaire, spécialement congu pour convenir au
cas de I'étude.L'étude a été menée sur un échantillon aléatoire de (500) bénéficiaires des services
ATM a Saida Ville.

Pour atteindre les objectifs de I'étude, le programme statistique R Edition 4.0.3 a été utilisé pour
effectuer plusieurs analyses statistiques qui servent les objectifs de I'étude, ou les données ont été
traitées a I'aide de PLS_Path_Modeling.

Les résultats de I'étude ont montré qu'il existe un effet médiateur de la satisfaction des clients dans la
relation entre la qualité des services des GAB et la fidélité des clients, et I'étude a formulé un
ensemble de recommandations, notamment que les établissements bancaires devraient également
adopter différentes stratégies appropriées telles que la relation marketing afin d'améliorer la
satisfaction des clients, et donc de les fidéliser.

Mots clés : qualité de service, fidélisation client, satisfaction client, PLS_Path_Modeling

Abstrast :

The study aimed to identify the quality of ATM services and their impact on achieving customer
loyalty in the presence of a variable mediator satisfaction from the point of view of customers, and the
study population may consist of all customers who have a bank card or a gold card.

The study was conducted according to the descriptive analytical approach and relied on collecting data
from primary sources in a questionnaire, specially designed to suit the case of the study. The study
was conducted on a random sample of (500) beneficiaries of ATM services in Said City.

To achieve the objectives of the study, the statistical program R edition 4.0.3 was used, to perform
several statistical analyzes that serve the purposes of the study, where the data was processed using
PLS_Path_Modeling.

The results of the study showed that there is a significant mediating effect of customer satisfaction in
the relationship between the quality of ATM services and customer loyalty.

Key words: service quality, customer loyalty, customer satisfaction, PLS_Path_Modeling.
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» Bojanic, D .C. and Rosen, L.D.1993.’Measuring service quality in restaurants: An applicationof
SERVQUAL instrument’, Hospitality Research Journal. Volume 18 .pp.74-92.

40 Gronroos, C.1990.Service Management and Marketing.Lexington: Lexington Books. Mass., p27

“ Parasuraman, A., Zeithaml, V.A. & Berry, L.1985.0p.cit.35

* Parasuraman, A., Zeithaml, V. and Berry, L.1991.‘Refinement and reassessment of the SERVQUAL scale: a
multiple-item scale for measuring consumer permeations of service quality’, Journal of Retailing, 67()
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* Parasuraman, A., Zeithaml, V., & Berry, L. (1994). Reassessment of Expectations as a Comparison Standard in Measuring
Service Quality: Implications for Further Research. The Journal of Marketing, 58, 111-124.

4 Zeithaml, Bitner, and Gremler, 2006.Service Marketing .New York: McGraw-Hill Inc.p25.

3 Zeithaml, Bitner, and Gremler, 2006,0p.cit.p39.

4 Zeithaml, Bitner, and Gremler, 2006,0p.cit.p42
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> Rust, R.T., & Oliver, R.L. (1994). Service Quality: Insights and Managerial Implications from the Frontier. In R.T.
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>® Keillor, B.D., Hult, G.T.M., & Kandemir, D. (2004). A study of the service encounter in eight countries. Journal of
International Marketing, 12(1), 9-35.

o0 Vazquez, R., Rodriquez-Del Bosque, I.A., Diaz, A.M. & Ruiz, A.V. (2001). Service quality in supermarket retailing:
Identifying critical service experiences. Journal of Retailing and Consumer Services, 8(1), 1-14.
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Marketing Science, 12(1), 125-143.

399 Bansal, H. S., & Taylor, S. F. (1999). The service provider switching model (SPSM): a model of consumer

switching behavior in the service industry. Journal of service Research, 2(2), 200- 218.
*% Cronin, J. J., & Taylor, S. A. (1992). Op.cit.p61.
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ServiceQuality= c(0, 0, 0, 0, O, O ,0, O, O, O, O, O, 0,0,0)
InteractionQuality= c(1, 0, 0, O, O, O ,0, O, O, O, O, O, 0,0,0)
PhysicalEnvironmentQuality= ¢(1, 0, 0, 0, 0, O ,0, O, O, O, O, O, 0,0,0)
OutcomeQuality= c(1, 0, 0, O, O, O ,0, O, O, O, O, O, 0,0,0)
sat= c(1, o, 0, 0, 0, 0 ,0, 0, O, O, O, 0O, 0,0,0)
loy= c(1, 0, 0, 0, 1, 0 ,0, O, O, O, O, O, 0,0,0)
Behavior = c(0, 1, 0, 0, 0, 0 ,0, 0, O, O, 0, 0, 0,0,0)
Expertise = c(0, 1, 0, 0, 0, 0 ,0, 0, O, O, O, O, 0,0,0)
Attitude = c(0, 1, 0, 0, 0, 0 ,0, 0, O, O, O, O, 0,0,0)
AmbientConditions= c(0, 0, 1, 0, O, O ,0, O, O, O, O, O, 0,0,0)
Design= c(0, 0,1, 0, 0, 0 ,0, O, O, O, O, O, 0,0,0)
SocialFactors= c(0, 0, 1, 0, O, O ,0, O, O, O, O, O, 0,0,0)
WaitingTime= c(0, 0, 0,1, 0, 0 ,0, O, O, O, O, O, 0,0,0)
Tangibles= c(0, 0, 0,1, 0, 0 ,0, O, O, O, O, O, 0,0,0)
Valence= c(0, 0, 0,1, 0, 0 ,0, 0, O, O, 0, 0, 0,0,0)
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Partial Least Squares Path Modeling (PLS-PM)

NAME

1 S$Souter model

2 Sinner model

3 Spath coefs

4 S$scores

5 $crossloadings
6 $inner summary
7 Seffects

8 $Sunidim

9 §$gof

10 S$boot

11 $data

DESCRIPTION

outer model

inner model

path coefficients matrix
latent variable scores
cross-loadings

summary inner model
total effects
unidimensionality
goodness-of-fit
bootstrap results

data matrix
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% Chin, W. W. (1998). The partial least squares approach to structural equation modeling. In G. A. Marcoulides

(Ed.), Modern methods for business research (pp. 295-358). Mahwah: Erlbaum.

193



Attt & Jeadl

Henseler et al. 2009 (Haenlein and Kaplan 2004*” 2005""
A Z3sf i) Al oladball ) s o b L gHair et al. 2017b*"
¢ C':JM.:.H @ LS fied GLSL izl @lshad ol i OF 3 s sgiﬂ\j w\gx’}!\
LSS sl S a2

Dl N pigol) 1 o) m3500 @i 1.1.4.4
o lSal Sl and @SS 13 L Je 3las) LAl T35 o ) el e
BRI

o5 s s 2 Jgb SO Y ¢ G Bl 0S5 O S R dgedl S i O e 3
RSN

C o e 3 sl @ eV B e b ) RS SLasl B jadr sge
Lo A ¢ b 310t ST S

tmal) WYL 2l Sl peenad & 3 a S gl Ogpdddl p2d ¢ s LS
oo wllleag dgle AlelST lsie slisly Unyl 1sals dil L aflgiall (pylely Badal) ol Lk,
PLS-PM & Bl amyuy ¢ ple (S 2ISKA)

¢ LA Vsl asdad 7S PLS-PM _polseaWl pisciay Litie 4l 3 Condl 5 1

406

LY Adgisny 53l Adgisey 3l Adlo e daasdll Slslboal) (3 e L s> S
. Hair et al. 2017b)4072.3j-w;5\ i Maally &Ll 2Slally

28 (2) ¢ ) bl olad L 0SS () ) il G e il 2358 0
gk 2o W oLl (B) 5 ¢ wlasll 3 ol 1S ol

Oshs gy I e A B350 (@) W 2Lig ST () o il b oo Bl s S5
I e N N (A K e

402 Tenenhaus, M., Vinzi, V. E., Chatelin, Y.-M., & Lauro, C. (2005). PLS path modeling. Computational
Statistics & Data Analysis, 48, 159-205

*% Haenlein, M., & Kaplan, A. M. (2004). Op.cit.p285

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The use of partial least squares path modeling in
international marketing. In R. R. Sinkovics & P. N. Ghauri (Eds.), New challenges to international marketing:
Advances in international marketing (Vol. 20, pp. 277-319). Bingley: Emerald Group.

405 Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017b). A primer on partial least squares structural
equation modeling (PLS-SEM) (2nd ed.). Thousand Oaks: Sage.p112..

“% Oliver Gotz, Kerstin Liehr-Gobbers and Manfred Krafft (2010). Evaluation of Structural Equation Models
Using Partial Least Squares (PLS) Approach.p158.

407 Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017b). A primer on partial least squares structural
equation modeling (PLS-SEM) (2nd ed.). Thousand Oaks: Sage.p63
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Ayl a-Sally 150 i 1(15) o3) dgd)

Mode MVs C.alpha

ServiceQuality A 2 0.7384675
InteractionQuality A 2 0.7979774
PhysicalEnvironmentQuality A 2 0.8446379
OutcomeQuality A 2 0.7327056
sat A 5 0.8220843
loy A 5 0.8743875
Behavior A 3 0.8265654
Expertise A 3 0.8656653
Attitude A 3 0.9379934
AmbientConditions A 3 0.9565986
Design A 3 0.7208859
SocialFactors A 3 0.8270132
WaitingTime A 3 0.8612346
Tangibles A 3 0.8569527
Valence A 3 0.7970423

(el elNeNeoNeolNolNoNeoNeoNeoNolNoNoNo e

DG.rho

.8469077
.9082559
.9279183
.8821086
.8763613
.9089615
.9005138
.9203965
.9609653
.9719951
.8432793
.8975905
.9155395
.9129807
.8809386

NNMNNMNNMNENMNNMMDMMNMNWONMNRRPRRRE

eig.1lst
.468933
.663862
.731059
.578165
.952648
.333836
.267681
.388437
.674851
.761406
.927030
.237887
.350189
.333019
.134908

(el elNolNeNelNolNoNeoNeoNeoNolNoNoNo o)

eig.2nd

.5310670
.3361378
.2689410
.4218348
.1710566
.6602904
.6976441
.5850649
.3251494
.1939877
.6042509
.5590988
.4122799
.3727499
.4942857
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ServiceQuality
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sat
loy
Behavior
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European Journal of Marketing, 53(4), 566-584.
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djeb_plsl$unidim[, 3, drop = FALSE]

C.alpha

.7384675
.7979774
.8446379
.7327056
.8220843
.8743875
.8265654
.8656653
.9379934
.9565986
.7208859
.8270132
.8612346
.8569527
.7970423

Hair, J. F., Sarstedt, M., & Ringle, C. M. (2019). Rethinking some of the rethinking of partial least squares.
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* Hair, J. ., Sarstedt, M., & Ringle, C. M. (2019). Rethinking some of the rethinking of partial least squares.

European Journal of Marketing, 53(4), 566-584.

2 Kamakura, W. A. (2015). Measure twice and cut once: The carpenter’s rule still applies. Marketing Letters, 26,
237-243

413Sijtsma, K. (2009). On the use, the misuse, and the very limited usefulness of Cronbach’s alpha.
Psychometrika, 74(1), 107-120.
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DG.rho
ServiceQuality 0.8469077
InteractionQuality 0.9082559
PhysicalEnvironmentQuality 0.9279183
OutcomeQuality 0.8821086
sat 0.8763613
loy 0.9089615
Behavior 0.9005138
Expertise 0.9203965
Attitude 0.9609653
AmbientConditions 0.9719951
Design 0.8432793
SocialFactors 0.8975905
WaitingTime 0.9155395
Tangibles 0.9129807
Valence 0.8809386
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eig.1lst eig.2nd

ServiceQuality 1.468933 0.5310670
InteractionQuality 1.663862 0.3361378
PhysicalEnvironmentQuality 1.731059 0.2689410
OutcomeQuality 1.578165 0.4218348
sat 2.952648 0.1710566
loy 3.333836 0.6602904
Behavior 2.267681 0.6976441
Expertise 2.388437 0.5850649
Attitude 2.674851 0.3251494
AmbientConditions 2.761406 0.1939877
Design 1.927030 0.6042509
SocialFactors 2.237887 0.5590988
WaitingTime 2.350189 0.4122799
Tangibles 2.333019 0.3727499
Valence 2.134908 0.4942857
RG»UJ; I)-LAU

e Dijkstra, T. K., & Henseler, J. (2015). Consistent partial least squares path modeling. MIS Quarterly, 39(2),
297-316

e Nunnally, J. C., & Bernstein, I. H. (1994). Psychometric theory (3rd ed.). New York: McGraw-Hill.

Reinartz, W. J., Haenlein, M., & Henseler, J. (2009). An empirical comparison of the efficacy of covariance-based
and variance-based SEM. International Journal of Research in Marketing, 26(4), 332—344.
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*18 Chin, W. W., & Dibbern, J. (2010). A permutation based procedure for multi-group PLS analysis: Results of

tests of differences on simulated data and a cross cultural analysis of the sourcing of information system services
between Germany and the USA. In V. Esposito Vinzi, W. W.p65
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Jeomdl lse Jgtor (19)03) Jgad

name block weight loading communality redundancy
1 Q35 ServiceQuality 0.6556433 0.8937738 0.7988316 0.0000000
2 Q34 ServiceQuality 0.5078135 0.8152662 0.6646590 0.0000000
3 Q28 InteractionQuality 0.5334210 0.9070872 0.8228071 0.1556756
4 Q29 InteractionQuality 0.5628671 0.9169851 0.8408617 0.1590916
5 Q30 PhysicalEnvironmentQuality 0.5345361 0.9295559 0.8640742 0.6481547
6 Q31 PhysicalEnvironmentQuality 0.5403392 0.9311166 0.8669782 0.6503331
7 Q32 OutcomeQuality 0.5741023 0.8930062 0.7974601 0.3091775
8 Q33 OutcomeQuality 0.5515792 0.8835052 0.7805814 0.3026336
9 Q36 sat 0.2420288 0.8110715 0.6578369 0.3182775
10 Q37 sat 0.1955591 0.5929220 0.3515565 0.1700916
11 Q38 sat 0.3225055 0.8432443 0.7110610 0.3440285
12 Q39 sat 0.2517241 0.7075767 0.5006648 0.2422338
13 Q40 sat 0.2783400 0.8539235 0.7291853 0.3527975
14 Q41 loy 0.2649935 0.8787605 0.7722200 0.6264822
15 Q42 loy 0.2604724 0.7962293 0.6339810 0.5143325
16 Q43 loy 0.2227646 0.8157885 0.6655108 0.5399117
17 Q44 loy 0.2616400 0.7905501 0.6249695 0.5070216
18 Q45 loy 0.2149977 0.7961487 0.6338528 0.5142284
19 Q4 Behavior 0.3632254 0.9086873 0.8257126 0.1866571
20 Q5 Behavior 0.4265080 0.7518156 0.5652267 0.1277728
21 Q6 Behavior 0.3786038 0.9225644 0.8511250 0.1924017
22 Q7 Expertise 0.3897431 0.9589655 0.9196147 0.2281066
23 Q8 Expertise 0.3288414 0.7522129 0.5658243 0.1403503
24 Q9 Expertise 0.3988226 0.9500240 0.9025455 0.2238727
25 Q1 Attitude 0.3493278 0.9710362 0.9429112 0.4643303
26 Q2 Attitude 0.3493278 0.9710362 0.9429112 0.4643303
27 Q3 Attitude 0.3623257 0.8875442 0.7877347 0.3879147
28 Q10 AmbientConditions 0.3533317 0.9852212 0.9706608 0.7605473
29 Q11 AmbientConditions 0.3080755 0.9364253 0.8768923 0.6870763
30 Q12 AmbientConditions 0.3803984 0.9553154 0.9126274 0.7150761
31 Q13 Design 0.6030717 0.8749378 0.7655161 0.5768629
32 Q14 Design 0.3013254 0.7429489 0.5519731 0.4159452
33 Q15 Design 0.3333296 0.74544093 0.5556946 0.4187497
34 Q16 SocialFactors 0.4588043 0.9381422 0.8801108 0.7093018
35 Q17 SocialFactors 0.3160893 0.7651488 0.5854527 0.4718299
36 Q18 SocialFactors 0.3733308 0.8778299 0.7705854 0.6210327
37 Q19 WaitingTime 0.3959312 0.8620074 0.7430567 0.1307564
38 Q20 WaitingTime 0.3508452 0.9053943 0.8197389 0.1442502
39 Q21 WaitingTime 0.3847605 0.8863986 0.7857025 0.1382608
40 Q22 Tangibles 0.3625906 0.8712007 0.7589907 0.1411011
41 Q23 Tangibles 0.3859052 0.8755877 0.7666539 0.1425258
42 Q24 Tangibles 0.3853671 0.8984082 0.8071373 0.1500519
43 Q25 Valence 0.4322184 0.8478558 0.7188594 0.1566072
44 Q26 Valence 0.3258204 0.8013423 0.6421495 0.1398955
45 Q27 Valence 0.4247866 0.8767872 0.7687558 0.1674774
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1 0.2808164
2 0.1503552
3 0.3998466
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8 0.3173170
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13 0.4084201
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lam_15_3=0.886

lam_15_1=0.862

lam_6_2=0.936

lam_6_3=0.955

— lam_6_1=0.985
beta_4_6=0.885 Ambient Conditions

beta 4_9=0.868

heta_4_12=0.898

lam_5_2=0.593

lam_5_3=0.843

lam_5_4=0.708

lam_5_5=0.854

am_5_1-0.811

beta_5_11=0.542
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/.

Q37

Q38

Q39

Q40

Q36

lam_9_2=0.743

lam_9_3=0.745

lam_9_1=0.875

lam_12_1=0.938

lam_11_5=0.796

lam_11_1=0.879

lam_11_2=0.796

lam_11_3=0.816
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Q27
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Q20

Q19
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Q14

Q15

Q13

Q18

Q16

Q45
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Qa2

Qa3
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djeb_plsl$inner_model
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IS o9l o8 o (22) o3 Jsutd

$InteractionQuality
Estimate Std. Error t value
Intercept 4.444153e-17 0.04034986 2.101405e-15
ServiceQuality 4.349720e-01 0.04034986 2.078001e+01
$PhysicalEnvironmentQuality
Estimate Std. Error t value
Intercept 2.483391e-16 0.0224004 3.108637e-14
ServiceQuality 8.660916e-01 0.0224004 3.866412e+01
$OoutcomeQuality
Estimate Std. Error t value
Intercept 7.513155e-16 0.03506441 2.142673e-14
ServiceQuality 6.226578e-01 0.03506441 2.775755e+01
$sat
Estimate Sstd. Error t value
Intercept 8.871208e-17 0.03219468 2.755489e-15
ServiceQuality 6.955748e-01 0.03219468 2.160527e+01
$Toy
Estimate Sstd. Error t value
Intercept 7.878181e-16 0.01948666 4.042858e-14
ServiceQuality 4.348394e-01 0.02712306 2.603209e+01
sat 5.423284e-01 0.02712306 1.999510e+01
$Behavior
Estimate Std. Error t value
Intercept 2.214406e-17 0.03942214 5.617164e-16
InteractionQuality 4.754532e-01 0.03942214 2.206056e+01
$Expertise
Estimate std. Error t value
Intercept 1.239128e-16 0.03885805 3.188859e-15
InteractionQuality 4.980420e-01 0.03885805 2.281696e+01
$Attitude
Estimate std. Error t value
Intercept 7.816921e-16 0.03192476 2.448545e-14
InteractionQuality 7.017430e-01 0.03192476 2.198115e+01
$AmbientConditions
Estimate Std. Error t value
Intercept 8.007331e-16 0.02084868 3.840690e-14

PhysicalEntQuality

$Design
Estimat
Intercept

e Std. Erro

r

8.851755e-01 0.02084868 4.245715e+01

t value

4.966360e-16 0.0222454 2.232533e-14

@\Jj\ J.,aﬂ\

Pr(>|tl)
000000
000000

Pri>|t|)
000000
000000

Pr(>1tl)
000000
000000

Pri>|t])
000000
000000

Pr(>|tl)

000000
000000
000000

Pr(>|t])
000000
000000

Pri>|t])
000000
000000

Pri>|t])
000000
000000

pri>|t])
000000
000000

Pri>1tl)
000000

PhysicalEntQuality 8.680788e-01 0.0222454 3.902284e+01 000000

$socialFactors
Estimat

e Std. Erro
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Intercept 4.380563e-16 2.01974113 2.219003e-14 000000
PhysicalEQuality 8.977323e-01 3.01974113 4.547522e+01 000000
$waitingTime

Estimate Sstd. Error t value Pr(>|t])
Intercept 8.803717e-16 0.04067772 2.16426e-14 000000
outcomeQuality 4.194889e-01 0.04067772 2.03125e+01 000000
$Tangibles

Estimate Std. Error t value Pr(>|tl])
Intercept 5.426752e-16 0.04043175 2.342201e-14 000010
outcomeQuality 4.311685e-01 0.04043175 2.066411e+01 000000
$valence

Estimate Std. Error t value Pr(>|tl)
Intercept 4.138256e-16 0.03963044 2.044211e-14 000020
outcomeQuality 4.667495e-01 0.03963044 1.977755e+01 000000

R@Uj Z).X.,@L\

Aflas YAV o e ailad) ol OV Lies (22 43) Jaddb) e Lo

st OF % ¢ @alpha = 0.05 adall ar 502 g8 LS 15 2y 3L3) Gstme 2150
1,96 205 aed e 5,08 (t valuey 3

539 sl Ao S JW L lecislas) AN wlb 4N Ol G OB ¢ adey
A4 dead

¢ (t =2.20 Service Quality — Interaction Quality )

¢t =3.86 ¢ Service Quality — Outcome Quality)

. (t = 2.7Service Quality — Physical Environment Quality)

13353 el ol SV da)) amd SV e JSAI 3 gadl B39 o

R2 Lo odules @

IS g e

(Q2) aged alal

(GOF) a2 @

R2 sl jo11.2.1.4.4

o ol Tl 830 3 ) el ¢ KA gl S shn] o 2 B
el SULSE R 2 o

3 ) aelb 1) 2 ¢ otlaall odis amid 23101 20 Sl 4ad SVhems » R
Sls e
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2 AW Y b e (inner_summary) S z3sadl oLagl o3 ) Jsedl (s gl
t kb B amo I Ry

djeb_plsl$inner_summary

ISKA 30l olagl asde (23) o3 Jgad

R2 Block Communality Mean Redundancy

ServiceQuality 0.0000000 0.7332693 0.0000000
InteractionQuality 0.5883506 0.8655187 0.5092285
PhysicalEnvironmentQuality 0.7424920 0.8655241 0.6426447
OutcomeQuality 0.3837639 0.7890231 0.3027986
sat 0.5119237 0.5141176 0.2631890
loy 0.7872985 0.5587514 0.4399041
Behavior 0.6885016 0.8641853 0.5949930
Expertise 0.6394994 0.7453586 0.4766564
Attitude 0.4924493 0.8911866 0.4388643
AmbientConditions 0.7831884 0.9200602 0.7205805
Design 0.7537798 0.6243772 0.4706429
SocialFactors 0.8062117 0.7453817 0.6009354
WaitingTime 0.5007371 0.4661397 0.2334134
Tangibles 0.5109695 0.7767262 0.3968834
Valence 0.4455261 0.6101073 0.2718187
RGAUJg IJ.A.,A\

ekl U g )t ¢ OMaemall Bl Y1 481 e hol

Dol oW U R-squared 18 s Sa a3l 3

(0.20> R? g cpdlill am of o 123 sy 0.30> R : i 1

0.60 > R> < 0.30 a5 6 Laf 0551 0.60 > R* < 0.30:8ku 0 .2
(0.60 <R? Unf dis « &5 o0 Yy 0.60 < R? iz 3

iwldl Slpiead) 0.25 5 0.50 5, 0.75 i R® s ¢ Hair et al 2014y
I e By anisiag 3557 ST s

2k 0.588) R? 5 jLset e il oSl R 5 amd ) £lf ¢ sy 63 1534
sk 05115 msted 835 il 0.383 5 a5l and 85 panad 0.742 5 Jelid 854
Sole gid 0492, 5,0 ik 0,639, il 240,688, N il 0.787 5 Lo,
Belaml Julse paid 0.80605 aadl zad 0.753, abdi Oy bl jud 0.783,

a2 Hair, J. F., Hult, G. T. M., Ringle, C. M. & Sarstedt, M. (2014). A primer on partial least squares structural

equation modeling (PLS-SEM). Thousand Oaks, CA: Sage
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iaises g0 Dms L 500,445 5 i sdll a2ad0.5104 jUasy) @34 210,500
HAxdipe g

Bgedl a8 LIS IS o LS IS Rl Bass of S us Bl
R S R URERFENT

Jo 6T 3 I sn L8 wlin ISy e o R abas ) IS 2350l (3 ) ST
daie 1AL

ki) 2l Wl ok ol S el & ) e ) R° e

Loy 398 1 OF Uylizel (3 mia OF ot BT e o2 01 e ¢ oD sl 23sad) OF 5ty
L

NS922.14.4

Bl Sl e by v g A AT 3 olasl b apl) A IS ek
LG LV ksl alaed)

Al 2 ol dluly mosh) sl bl 3l e as IS 2T iy
S ) @l n) i) 2 Sl e Ao 50 S 6l ¢ o Bl
22 Chin, W. W. (1998a). xu

B3 e 3 Ul i o W8 ¢ osead) amg e gl e Ao 5,08 s 1SS
colpigl) A Al o8 i) 2l Sl 15y

oL ey ¢ (s ol JR) dlly ¢ gl adodl Slglall am bl a8 e SO
Al Sl i Al R-square syesl)

b Aoty st laizal S ) S g5 jlie ) Averga Av.Commu ety
oS

G LSl b e U Av.Redun iS00 b b ¢ J2) aazdl Lo gze Cils
LVs oo sy ¢ g 2l a3 cplld apell 2l Av.Redun jx R2 J
RERUR BVAREUS AURIVEY

LVs x5 859 s oo gl Osezge Wl piad 5l Jo 2o 5,08 zn J)1 1S
L Lol g meadt g OF W50 1S Jawgme i Wlae (3 2ot ol 2gl) 3l alie )
(24)3) Joadbl (3 dosll N Sl 55 L5 e 173

*22 Chin, W. W. (1998a). The partial least squares approach to structural equation modeling. Modern

Business Research Methods, 295, 295-336
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IS o3 o 24 o3 Joid

Block_Communality

ServiceQuality 0.7332693

InteractionQuality 0.8655187
PhysicalEnvironmentQuality 0.8655241
OoutcomeQuality 0.7890231
sat 0.5141176
loy 0.5587514
Behavior 0.8641853
Expertise 0.7453586
Attitude 0.8911866
AmbientConditions 0.9200602
Design 0.6243772
SocialFactors 0.7453817
waitingTime 0.4661397
Tangibles 0.7767262
valence 0.6101073

Average communality: 0.73

RGAUJJ. :)H\-\A‘

1(Q2) dypudt Al @

Q243 Ol 29 PLS jlecs 2500 25l 01 i (651 Ay s

el Cwan sl e ALAl e s (Geisser, 1974; Stone, 1974,
el wd g LUl sy ¢ DU Bgiae 3 33,4 L Ly U Blindfolding'
Rigdon, 2014b*”; Sarstedt et al, il Sladas jaky ¢ Lwsill
o gt oS0y ¢l b gl L QUL Q2 0 ¢ i s 201472
Shmueli et al., 2016"%; Sarstedt a3 dpid) 352y 222 o 5l il
SUL bl waladl) o)) Ly ¢ oMt iaS” wlpaidl ol st al, 2017b%

423 Rigdon EE. (2014a) Comment on “Improper Use of Endogenous Formative Variables”. Journal of Business

Research 67(1): 2800-2802
4“SmﬁWtM,RmmeCM,Hm%MrlmaLQOM)OnmeEmmmmMMnMPLSSEM:ACommmmwonRmdm
(2012). Long Range Planning 47(3): 154-160.
425ShmueIiG,RayS,VehscwezEstradaJM,etal.(20].6)TheEIephamtinmeRoom:EvaluatingthePredictive
Performance of PLS Models. Journal of Business Research 69(10): 4552-4564.

*2® Sarstedt M, Ringle CM and Hair JF. (2017b) Treating Unobserved Heterogeneity in PLS-SEM: A
Multi-Method Approach. In: Noonan R and Latan H (eds) Partial Least Squares Structural Equation Modeling:
Basic Concepts, Methodological Issues and Applications. Heidelberg: Springer, 197-217.
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el i J) 1oy aadgll o Spieall U1 oo ) e L] o
el ags e ) i o Q2)

sl ) S)LS'?U SAs L}b‘-\: <L J-b,éj\uﬂ}ft Q2 V'“j O)gj dtvf-_ ¢ Wj T.L.af
0.5 5025 50 0 oW Q% o3 ¢ mle 52l oLl S JSGh) 2350l) 230
PLS jls 7350 85055 o s2g 3pis 235 281 g2

el Wizl ooy 33538e 05 Bpdd) DL bl e« (Hair et al. 2017) J G,
SUL) Bl oy G prrany Bpdd) SUL by gl (3 5l ldall aels daw il
L deladd) 28 3ol oz Q2 Cld OVl ga wdel) SUL by adadll 200
e Ju g ¢ aall e ST Q2 w8 1) L anST sl ol Wl oLSHI s
AL 2 SV oaslly sl sl Bl 3 L) 2350 5.l Alall

R by @ QW oV ab s (asquared) &gedl Alall o5 ) Jsodl) S5 gl
tle & FESVIN

gSquared(djeb_plsl, d=15)

gl dlall o5 o (23) 03) g

Q-Squared
Service Quality .
Interaction Quality 0.432
Ooutcome Quality 0.507
Physical Environment Quality 0.575
SAT 0.225
Ambient Conditions 0.591
Attitude 0.392
Behavior 0.506
Design 0.449
Expertise 0.249
LOY 0.425
Social Factors 0.469
Tangibles 0.589
valence 0.077
waiting Time 0.597

RGAU); ZJ.A.AU

PLS jlr 23500 0 o A1 Q2 13 0f oDl Jgud o Lo
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GoFaul #3405 834 3.2.1.4 4

(3ol Aaledl 8551 ) PLS Jb (3 5gmse doly Jlas dorss ¥ 4l 8 311 (Sl Sliny
¢ ks” .goodness of fit el izl il Y Sl elm) (S 4 U
S masadl i Bl e L) gler Ss

L e ST 3 Zised) B3 ol )l 23l B3 otk sy Llide GOF 25 ey
AISA 3Ll

0L ¢ HlaeWl 3 =l &Y bl R s Lo s bl bt &l e GOF Ol o
Lol s (oS0 Sl wlsgll oo dladl) oladl) s godal) 206 T 24l 1
ﬁR?L%yghghmaﬁwwuuymb‘gngﬁﬂyvgCbFf@WWaJ

Rzl 3 dW Y Gk e GOFaull £3g0 8352 o5 ) dsosh) oS5 3Vl
Pkl & Aol

djeb_plsl$gof

T35l 839 b i (20) o3; Jgudd

[1] 0.590188
value
Average R-squared 0.47
Average Communality 0.73
GOF 0.59

RGAUJg IJ.A.\A‘

) 3l SIST (8 Cgpd\;birxz e Lasloy g;u.)gus’(}oflru5awsogg
el

T g2 GOF Jage 3 ) ol L 239eill ol gl ool i GOF pgis ¢l ISy
V';J'S\ Je= olsla)) U g Yoo b cend LaSlam Y GV dpdse U T Az Ay N
Lo dad s)las) S sl

o M O e ) e aleSTh Z3saill bl gl 558 GOF o S s
GOFWM}&(GMM\&@:—}JGOF&&J&GA&M@TYE(G&\;&M
3 gl 55 U LT 0.59 wu)
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DAl yll Olp B jlas1D

S ol slesnal Lal (K6 «(27) o3y Jeadl @ 2ol 3l ol ) BLoyl
2Ty 3y gkt & g o2 ST 58LL b

a1 Lawgn ¥ g ol el Wl sl St Hair et al. (2017)427 3
ety e pane Lebwgn ' Sl Gl e 3 el e STl Tedeadl (3 2T
B3 by SALL ST ¢ ez B Y) Sl 0GBV

o A by SRl (St SV et Sagk g U e e QU S
AU el e Ayl 5all) e Sl Ol o Lo IS

& ol Ry @ JW WV g b e ceffectsy ol o3 ) Jsedd) Se 8l
Db

djeb_plslf$effects

Wugmeg slumadl SOls 1 27) o3y Joutr

relationships direct 1indirect total

1 ServiceQuality -> InteractionQuality 0.4349720 0.0000000 0.4349720
2 ServiceQuality -> PhysicalEnvironmentQuality 0.8660916 0.0000000 0.8660916
3 ServiceQuality -> outcomeQuality 0.6226578 0.0000000 0.6226578
4 ServiceQuality -> sat 0.6955748 0.0000000 0.6955748
5 ServiceQuality -> loy 0.4348394 0.3772299 0.8120693
19 InteractionQuality -> Behavior 0.4754532 0.0000000 0.4754532
20 InteractionQuality -> Expertise 0.4980420 0.0000000 0.4980420
21 InteractionQuality -> Attitude 0.7017430 0.0000000 0.7017430
34  PhysicalEnvironmentQuality -> AmbientConditions 0.8851755 0.0000000 0.8851755
35 PhysicalEnvironmentQuality -> Design 0.8680788 0.0000000 0.8680788
36 PhysicalEnvironmentQuality -> SocialFactors 0.8977323 0.0000000 0.8977323
48 outcomeQuality -> waitingTime 0.4194889 0.0000000 0.4194889
49 outcomeQuality -> Tangibles 0.4311685 0.0000000 0.4311685
50 outcomeQuality -> valence 0.4667495 0.0000000 0.4667495
51 sat -> loy 0.5423284 0.0000000 0.5423284

27 Hair, J. F., Hult, G. T. M., Ringle, C. M., and Sarstedt, M. (2017). A Primer on Partial Least Squares Structural
Equation Modeling (PLS-SEM), 2nd Ed., Sage: Thousand Oaks.
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name bTock weight loading communality redundancy
Q35 ServiceQuality 0.6556433 0.8937738 0.7988316 0.0000000
Q34 ServiceQuality 0.5078135 0.8152662 0.6646590 0.0000000
Q28 InteractionQuality 0.5334210 0.9070872 0.8228071 0.1556756
Q29 InteractionQuality 0.5628671 0.9169851 0.8408617 0.1590916
Q30 PhysicalEnvironmentQuality 0.5345361 0.9295559 0.8640742 0.6481547
Q31 PhysicalEnvironmentQuality 0.5403392 0.9311166 0.8669782 0.6503331
Q32 outcomeQuality 0.5741023 0.8930062 0.7974601 0.3091775
Q33 outcomeQuality 0.5515792 0.8835052 0.7805814 0.3026336
Q36 sat 0.2420288 0.8110715 0.6578369 0.3182775
Q37 sat 0.1955591 0.5929220 0.3515565 0.1700916
Q38 sat 0.3225055 0.8432443 0.7110610 0.3440285
Q39 sat 0.2517241 0.7075767 0.5006648 0.2422338
Q40 sat 0.2783400 0.8539235 0.7291853 0.3527975
Q41 Toy 0.2649935 0.8787605 0.7722200 0.6264822
Q42 Toy 0.2604724 0.7962293 0.6339810 0.5143325
Q43 Toy 0.2227646 0.8157885 0.6655108 0.5399117
Q44 Toy 0.2616400 0.7905501 0.6249695 0.5070216
Q45 Toy 0.2149977 0.7961487 0.6338528 0.5142284

Q4 Behavior 0.3632254 0.9086873 0.8257126 0.1866571

Q5 Behavior 0.4265080 0.7518156 0.5652267 0.1277728

Q6 Behavior 0.3786038 0.9225644  0.8511250 0.1924017

Q7 Expertise 0.3897431 0.9589655 0.9196147 0.2281066

Q8 Expertise 0.3288414 0.7522129 0.5658243 0.1403503

Q9 Expertise 0.3988226 0.9500240 0.9025455 0.2238727

Ql Attitude 0.3493278 0.9710362 0.9429112 0.4643303

Q2 Attitude 0.3493278 0.9710362 0.9429112 0.4643303

Q3 Attitude 0.3623257 0.8875442 0.7877347 0.3879147
Q10 AmbientConditions 0.3533317 0.9852212 0.9706608 0.7605473
Qll AmbientConditions 0.3080755 0.9364253 0.8768923 0.6870763
Q12 AmbientConditions 0.3803984 0.9553154 0.9126274 0.7150761
Q13 Design 0.6030717 0.8749378 0.7655161 0.5768629
Q14 Design 0.3013254 0.7429489 0.5519731 0.4159452
Q15 Design 0.3333296 0.7454493 0.5556946 0.4187497
Q16 SocialFactors 0.4588043 0.9381422 0.8801108 0.7093018
Q17 SocialFactors 0.3160893 0.7651488 0.5854527 0.4718299
Q18 SocialFactors 0.3733308 0.8778299 0.7705854 0.6210327
Q19 waitingTime 0.3959312 0.8620074 0.7430567 0.1307564
Q20 waitingTime 0.3508452 0.9053943 0.8197389 0.1442502
Q21 waitingTime 0.3847605 0.8863986 0.7857025 0.1382608
Q22 Tangibles 0.3625906 0.8712007 0.7589907 0.1411011
Q23 Tangibles 0.3859052 0.8755877 0.7666539 0.1425258
Q24 Tangibles 0.3853671 0.8984082 0.8071373 0.1500519
Q25 valence 0.4322184 0.8478558 0.7188594 0.1566072
Q26 valence 0.3258204 0.8013423 0.6421495 0.1398955
Q27 valence 0.4247866 0.8767872 0.7687558 0.1674774

263



$outer_model

name block weight loading communality redundancy
1 Q35 ServiceQuality 0.6556433 0.8937738 0.7988316 0.0000000
2 Q34 ServiceQuality 0.5078135 0.8152662 0.6646590 0.0000000
3 Q28 InteractionQuality 0.5334210 0.9070872 0.8228071 0.1556756
4 Q29 InteractionQuality 0.5628671 0.9169851 0.8408617 0.1590916
5 Q30 PhysicalEnvironmentQuality 0.5345361 0.9295559 0.8640742 0.6481547
6 Q31 PhysicalEnvironmentQuality 0.5403392 0.9311166 0.8669782 0.6503331
7 Q32 outcomeQuality 0.5741023 0.8930062 0.7974601 0.3091775
8 Q33 outcomeqQuality 0.5515792 0.8835052 0.7805814 0.3026336
9 Q36 sat 0.2420288 0.8110715 0.6578369 0.3182775
10 Q37 sat 0.1955591 0.5929220 0.3515565 0.1700916
11 Q38 sat 0.3225055 0.8432443 0.7110610 0.3440285
12 Q39 sat 0.2517241 0.7075767 0.5006648 0.2422338
13 Q40 sat 0.2783400 0.8539235 0.7291853 0.3527975
14 @41 Toy 0.2649935 0.8787605 0.7722200 0.6264822
15 Q42 Toy 0.2604724 0.7962293 0.6339810 0.5143325
16 Q43 Toy 0.2227646 0.8157885 0.6655108 0.5399117
17 Q44 Toy 0.2616400 0.7905501 0.6249695 0.5070216
18 Q45 Toy 0.2149977 0.7961487 0.6338528 0.5142284
19 4 Behavior 0.3632254 0.9086873 0.8257126 0.1866571
20 Q5 Behavior 0.4265080 0.7518156 0.5652267 0.1277728
21 Q6 Behavior 0.3786038 0.9225644 0.8511250 0.1924017
22 Q7 Expertise 0.3897431 0.9589655 0.9196147 0.2281066
23 Q8 Expertise 0.3288414 0.7522129 0.5658243 0.1403503
24 Q9 Expertise 0.3988226 0.9500240 0.9025455 0.2238727
25 ql Attitude 0.3493278 0.9710362 0.9429112 0.4643303
26 Q2 Attitude 0.3493278 0.9710362 0.9429112 0.4643303
27 Q3 Attitude 0.3623257 0.8875442 0.7877347 0.3879147
28 Ql0 AmbientConditions 0.3533317 0.9852212 0.9706608 0.7605473
29 ql1l AmbientConditions 0.3080755 0.9364253 0.8768923 0.6870763
30 Q12 AmbientConditions 0.3803984 0.9553154 0.9126274 0.7150761
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31 Q13
32 Ql4
33 Q15
34 Ql6
35 Q17
36 Q18
37 Q19
38 Q20
39 Q21
40 Q22
41 Q23
42 Q24
43 Q25
44 Q26
45 Q27

$path_coefs

ServiceQuality
InteractionQuality

PhysicalEnvironmentQuality

OutcomeQuality
sat

Tloy

Behavior
Expertise
Attitude
AmbientConditions
Design
SocialFactors
waitingTime
Tangibles
valence

Design

Design

Design
SocialFactors
SocialFactors
SocialFactors
waitingTime
waitingTime
waitingTime
Tangibles
Tangibles
Tangibles
valence
valence
valence

.6030717
.3013254
.3333296
.4588043
.3160893
.3733308
.3959312
.3508452
.3847605
.3625906
.3859052
.3853671
.4322184
.3258204
.4247866

[elolololololololololoNoNoNeNo)

[elolololololololololoNeNo o))

.8749378
.7429489
.7454493
.9381422
.7651488
.8778299
.8620074
.9053943
.8863986
.8712007
.8755877
.8984082
.8478558
.8013423
.8767872

[clololololololololololoNeNoNe)

Mt

.7655161
.5519731
.5556946
.8801108
.5854527
.7705854
.7430567
.8197389
.7857025
.7589907
.7666539
.8071373
.7188594
.6421495
.7687558

[eeolojolololojololofoNoleNoNeo)

.5768629
.4159452
.4187497
.7093018
.4718299
.6210327
.1307564
.1442502
.1382608
.1411011
.1425258
.1500519
.1566072
.1398955
.1674774

DLl Sans o3 w2 04) o3) sl

ServiceQuality InteractionQuality PhysicalEnvironmentQuality

[elolololololololololoNoNo o))

.0000000
.4349720
.8660916
.6226578
.6955748
.4348394
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000

[eleolololololololololoNoNe o))

.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.4754532
.4980420
.7017430
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
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.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.8851755
.8680788
.8977323
.0000000
.0000000
.0000000



ServiceQuality
InteractionQuality
PhysicalEnvironmentQuality
OoutcomeqQuality

sat

Tloy

Behavior

Expertise

Attitude
AmbientConditions
Design
SocialFactors
waitingTime
Tangibles

valence

ServiceQuality
InteractionQuality
PhysicalEnvironmentQuality
outcomeQuality

sat

Tloy

Behavior

Expertise

Attitude
AmbientConditions
Design
SocialFactors
waitingTime
Tangibles

valence

OutcomeQuality

[eleololololololoololoNoNeNeNo)

.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.4194889
.4311685
.4667495

eclolololololololololoNoNoNoNe]

[eleoNolololololoololoNoNe o))

=W

sat loy Behavior Expertise Attitude
.0000000
.0000000
.0000000
.0000000
.0000000
.5423284
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
.0000000
AmbientConditions Design

[clolololololololololeoloNeNoNe)

eololololololololololoNoNoNoNe]

[cleolololololololololololeNe o]
[cleolololololololololololeNe o]
[cleolololololololoNolololeNe o]

[eleoNolololololoololoNoNe o))
[eleoololololooololoNoNeNeNe)
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$crossloadings

name block ServiceQuality InteractionQuality
1 Q35 ServiceQuality 0.8937738 0.3663450
2 Q34 ServiceQuality 0.8152662 0.3835667
3 Q28 InteractionQuality 0.3923048 0.9070872
4 Q29 InteractionQuality 0.4009976 0.9169851
5 Q30 PhysicalEnvironmentQuality 0.8031845 0.4176953
6 Q31 PhysicalEnvironmentQuality 0.7885228 0.4070909
7 Q32 outcomeQuality 0.5522701 0.3985858
8 Q33 outcomeQuality 0.5540425 0.3853514
9 Q36 sat 0.4731325 0.3635719
10 Q37 sat 0.4822974 0.3330568
11 Q38 sat 0.5913366 0.4016640
12 Q39 sat 0.6300088 0.3540370
13 Q40 sat 0.4938125 0.3523897
14 @41 Toy 0.7705413 0.3880162
15 Q42 Toy 0.5476266 0.4022767
16 Q43 Toy 0.6608927 0.3133719
17 Q44 Toy 0.8091689 0.2971319
18 Q45 Toy 0.4822769 0.2874180
19 @4 Behavior 0.1336439 0.3777251
20 Q5 Behavior 0.2303428 0.4435814
21 Q6 Behavior 0.1319412 0.3937173
22 Q7 Expertise 0.2310879 0.4631730
23 Q8 Expertise 0.1268947 0.3907541
24 Q9 Expertise 0.2410810 0.4739635
25 Ql Attitude 0.2671123 0.6530897
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Q2

Q3
Q10
Ql1
Q12
Q13
Ql4
Q15
Q16
Q17
Q18
Q19
Q20
Q21
Q22
Q23
Q24
Q25
Q26
Q27

PhysicalEnvironmentQuality OutcomeQuality
.6083007
.4407712
.3665955
.4367481
.6707417
.6997025
.8930062
.8835052
.6405794
.3731596
.7976106
.5233677
.8391168
.6799255

Attitude

Attitude
AmbientConditions
AmbientConditions
AmbientConditions
Design

Design

Design
SocialFactors
SocialFactors
SocialFactors
waitingTime
waitingTime
waitingTime
Tangibles
Tangibles
Tangibles

valence

valence

valence

.8457228
.6136093
.3652852
.4412936
.9295559
.9311166
.6359662
.6735255
.4936496
.4631758
.7454842
.5299658
.5774069
.9103609

[eleololololololoololoNoNo Nl

[eleololololololoololoNoNe Nl

.2671123
.2989282
.7343190
.5871690
.8067568
.7829074
.2468894
.4168190
.7730429
.5464022
.6542557
.3510335
.3045604
.3647025
.2314015
.2290132
.2288374
.3516670
.3046252
.4064870

[eleolololololololololololooloNoNe oo N o)

sat
.6446867
.5373828
.4240464
.4329167
.6897716
.6956578
.8902190
.6154591
.8110715
.5929220
.8432443
.7075767
.8539235
.5815019

[eleolololololololololoNoNe Nl

[eleolololololololololoNoNe Nl

.8061635
.5583027
.3421106
.4165437
.8040100
.8872570
.7957329
.6589417
.6180213
.3993480
.8626351
.5048457
.7610483
.8787605

=W

.6530897
.6774517
.3462650
.2785524
.4167170
.4058668
.2153990
.2080397
.4033243
.3911246
.3117631
.3314495
.3112377
.3826635
.4284251
.4581049
.4277221
.5639602
.5307327
.7744743

[cleololololololololololololololoNoNoNoNe)

Behavior
.159864415
.181021787
.435813919
.431684416
.204163217
.217293218
.203182666
.187134366
.124010584
.164788794
.197893138
.171784668
.194227064
.213209093

Toy

[eleololololololoololoNoNe Nl
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.6309221
.7551864
.7739481
.6180997
.1584925
.2535984
.1606281
.2550476
.1579019
.2667243
.2933270
.2933270
.3509442
.8581556
.7482395
.9038936
.8955903
.4624702
.5115878
.8157254
.6308788
.7451287
.4293593
.3619620
.4113899
.3032253
.3295429
.3216707
.4184742
.3491773
.4373199

[eeoNollololololololololololololololololololololololololo oo N o)

.8646700
.5692644
.5520559
.6438713
.1696346
.2216866
.1682507
.2145276
.1475992
.2230589
.2924189
.2924189
.3410519
.6316988
.5512677
.6682418
.6962682
.6015576
.3712734
.6973223
.8670416
.5668022
.3881530
.3439536
.3772025
.3645061
.3879441
.3874030
.4261329
.3212320
.4188057

[eeoNolololololololololololololololololololololololololoNoNeNe)

.6796508
.5597573
.5145069
.5958198
.1638467
.2309657
.1725899
.2095839
.1510325
.2148218
.3058973
.3058973
.3307021
.5291182
.4283365
.4850823
.3922080
.5635562
.3736573
.4908961
.4836285
.5520338
.3636069
.3445320
.3824438
.3629472
.3521523
.3657032
.4106820
.2813994
.4142342

[eNeoNollololololololololololololololololololololololololoNoNeNe)
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.7962293
.8157885
.7905501
.7961487
.1353965
.2377257
.1441867
.2313539
.1587516
.2463014
.3088611
.3088611
.3449287
.7710991
.6851220
.6010405
.6850393
.5989221
.4900722
.6801196
.6933650
.5902254
.4053973
.3647941
.4055661
.3468861
.3659929
.3673700
.4133273
.3076172
.4193584
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.189603397
.125036377
.140672035
.161008245
.908687290
.751815627
.922564351
.714944014
.651015341
.699953189
.636570843
.636570843
.576755731
.141957424
.088757369
.192345232
.206348670
.058786318
.003709686
.203429701
.198626638
.153546301
.187472245
.213967976
.241975264
.184365319
.277705800
.217872608
.288764065
.264430038
.421229086
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[eleololololololololololoololololololololololollololololoololoNoNeNo o)

Expertise
.17965107
.21691959
.39649375
.50907922
.23690676
.24256649
.18045817
.21303717
.10231167
.18632618
.17651819
.20315098
.17158570
.22694454
.18485227
.19212446
.16688455
.21327359
.61141050
.87262852
.64285656
.95896545
.75221291
.95002396
.54274829
.54274829
.63110907
.17178817
.11801611
.23317198
.24357763
.03400748
.01442379
.23960887
.17074154

[eleololololololololololololololololololololololololololo oo ol oo o))

Attitude AmbientConditions

.2672349
.2357522
.6471740
.6334122
.3054995
.3123782
.2933497
.2890959
.2185276
.2208941
.2952966
.2207381
.3113137
.3079268
.2878513
.2675931
.2651227
.2567992
.5808933
.4870091
.6207250
.4993768
.6454544
.5039342
.9710362
.9710362
.8875442
.2717405
.2178399
.3099193
.3166832
.1773460
.1618334
.3160096
.2948159

[eleolololololololololololololololololololololollololololo oo ol oo o)

.8675805
.3588330
.2828246
.3834218
.9452122
.7031240
.5702715
.5798537
.4454279
.4373391
.6320152
.4156314
.5169015
.6882754
.5651021
.6272435
.8008815
.5087743
.1017333
.1696945
.1091951
.1726789
.1107366
.2057032
.2472793
.2472793
.2987793
.9852212
.9364253
.9553154
.7114428
.5744501
.6458407
.6976459
.5720583

[eNeololololololololololololololololololololololololololoololoNeNe o} o)
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Design SocialFactors waitingTime

.7343352
.4017608
.2899780
.3985621
.7491468
.8654430
.6836501
.6026979
.5911122
.3078527
.7894978
.3240431
.6192412
.8474341
.6782772
.7387834
.6749903
.6286207
.1051420
.1423379
.1175237
.1412470
.1161867
.1722394
.2667752
.2667752
.3090629
.8045411
.7888171
.7627272
.8749378
.7429489
.7454493
.6651769
.6862154

.7082109
.6051581
.3586106
.4153336
.7367816
.9325548
.7652932
.6754552
.5849067
.3802557
.8237012
.4911918
.7083539
.9090006
.7588235
.8761737
.6473105
.6814854
.1541209
.2311951
.1554515
.2292401
.1504845
.2352714
.3020245
.3020245
.3423999
.7110142
.6321736
.7361178
.9289923
.5587356
.4501183
.9381422
.7651488

[cleolololololololololololololololololololololololololololololoNoNoNoNe)
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.4293051
.2061598
.3181628
.3872079
.4480132
.3993727
.3715487
.3738031
.2515604
.3034867
.3567038
.3237393
.3421123
.3915609
.3739578
.3570579
.3891944
.2884034
.1589182
.2651915
.1890336
.2618302
.1848688
.2705879
.2950462
.2950462
.3497460
.4462870
.4077584
.4486641
.4019296
.3259357
.3175654
.4017647
.3675577
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[eleolololololoololololololololololooNoNo oo )

.18417638
.23781082
.22719916
.25181172
.18574170
.28434902
.21840816
.26654697
.25673788
.40072819

.3273459
.3444170
.4461627
.3173170
.3723365
.1443317
.4329078
.1461611
.4084201
.3460967
.4370989
.2731415
.2574799
.3479558
.1857244
.2686985
.2005165
.2530602
.1699680
.2676034

[eleololololololollololololololololololooNoNoNe )
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.2595465
.2679097
.2789475
.3350564
.2825889
.3627774
.3357793
.4028393
.4036987
.5917762

valence

.3956674
.3239449
.7096714
.6522148
.4350818
.4586786
.3872577
.4431349
.3084224
.3108200
.4184524
.2926195
.3632525
.4369917
.3961903
.3629828
.3420607
.3147029
.3259962
.3325375
.3424643
.3208640
.3403296
.3312548

QOO OOOOOOO

.6029361
.3979053
.3748574
.4286272
.2606829
.3160825
.2772639
.3668842
.2987470
.3602169

ecleololololoNoleNeNo)

.7092792
.4045084
.3729990
.4039829
.3252608
.3608661
.3465650
.4026595
.3046323
.3738269

=W

.8778299
.4051755
.3465979
.3747044
.3375548
.3588563
.3550971
.4109744
.3217844
.4312700

clololololoNolNoNoNe)
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.3366527
.8620074
.9053943
.8863986
.2635308
.3343927
.2929499
.5160537
.2983369
.3575207
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.3309247
.3309247
.3882076
.3108224
.2853881
.3301879
.3469481
.3571862
.2216648
.3437190
.4432996
.2675895
.2128698
.3336571
.3538490
.8712007
.8755877
.8984082
.4140173
.3093618
.4307751

elololololololololololololololoNoleoNoNoNe)

.5358746
.5358746
.5040619
.4011772
.3333049
.4324298
.4545088
.2569607
.2416788
.4610127
.3833005
.3562538
.4235565
.3804546
.4442823
.3600276
.4470231
.4143546
.8478558
.8013423
.87678726
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$inner_summary
R2 Block_Communality Mean_Redundancy

ServiceQuality 0.0000000 0.7332693 0.0000000 1InteractionQuality 0.5883506 0.8655187
0.5092285 PhysicalEnvironmentQuality 0.7424920 0.8655241 0.6426447
outcomeQuality 0.3837639 0.7890231 0.3027986

sat 0.5119237 0.5141176 0.2631890

Toy 0.7872985 0.5587514 0.4399041

Behavior 0.6885016 0.8641853 0.5949930

Expertise 0.6394994 0.7453586 0.4766564

Attitude 0.4924493 0.8911866 0.4388643
AmbientConditions 0.7831884 0.9200602 0.7205805

Design 0.7537798 0.6243772 0.4706429
SocialFactors 0.8062117 0.7453817 0.6009354

waitingTime 0.5007371 0.4661397 0.2334134

Tangibles 0.5109695 0.7767262 0.3968834

valence 0.4455261 0.6101073 0.2718187

269



6\

)




i AREY}
v o L
\Y dwl Rk
Vi Slgored! Loid
VII Jaluadl Ao
Vil Lol JICaY) L5
1X R RN
i dole dadds
12 : To ol (6 2t U1 J5¥1
12 el
13 Aokl 839 asgde —1.1
13 dodsd| 83 g iy ya 1.1.1
16 . dodsd) 839 b d C:\.u 211
32 Aozl 8392 old deni 3.1.1
33 Ol Loyg dedsdl B34 o A8V 411
34 Oyl Loy psghe -2.1
38 sShasll Lo J () ﬁ.@.é.nl.z.l
41 . sasll Loy wld C:Lu 221
54 sasll Loy pld Lai3.2.1
56 Aj‘ﬂjj Oﬁ}.‘\ L.o)wéz\:‘!y\ﬁ 421
57 Ol Vg poghe -3.1

el ¥y s 1.3.1
59 Oﬁjj\ ) u"‘-::" C:Lu 231
66 O3 s¥g wld deni 3.3.1



67

68

69

69

70

111
121
121
121
123
124
124
124
124
124
126
127
128
130
132
132
134
136

136
137
137
138

Ogil s¥99 Aol 354> o S 4.3.1

Jead) Lo

Lgridle 5 Ailud) Olulyll fodow U fuadll
el

499 sMhadll Loyg dausell 83 gony Adhnod) Sl Lidls 5 Jdo 1.2
ALt Syl jary Ao Sl 5 codadl 2.2
ALl Ol yll e At Lot yld) L) Al yudl ey o 3.2
Bl Syl g Al Aty 285013 .2

sl yllt #3900 &b 02.3.2

Al Oty ! oy Bt Aty 350kl a9l 4.2
Slulylt Sl Eu 0.1.4.2

Syl s Loz oo 242

Syl Ol Eor 0.3.4.2

Slulyldl Ogsl Eor 0.4.4.2

Syl @ils Eo (0.5.4.2

Jadl oM

ICWIN | CH PP (PR WA IR [ W]

Eond! S 1.3

o) poonas i 1.1.3

Sl et 1.1.1.3

e 2113

o eod 3.1.1.3

by UL aexr mg 23

Codl Jeloesdl

UL yslas 1.2.3

ot ot 1.1.2.3

W et 2.1.2.3

S o G 2.2.3



138
139
139
155
155
156
158
159
160
161
161
163
163
164
165
166

166
172
175
176
186

193
193
194
213
224

ol g 33

ieedl IW1.3.3

‘;&I\ Ed12.3.3

Ul oo 4.3

jedly peudt 1.4.3

Bually L3501 2.4.3

3irgedl of Ldwo gl mlia! 3.4.3
Y uat Ol 4.4.3

Jadl Lo

Aoty ol s aat Y Jad

gl

syl doegin 4,5.1.4

Lalyll) ded) Sl awgh 1.1.4
Aetl) B3 oyl ol gl olnst1.1.1 .4
ded) 3131 O] st ko 2.1.1 .4

OPalaal drdes alwsmwl Shlzel PLS-PM (g Olasges. 2.4

LIS

PLS s 6,28i231.24
plspm i > R 2.2 4
PLS-PM .5 b¢s,201.1.3.4

o Vpohis Loy 39z g s Ao Y B padl dossi) B34 31 ol 8l 213 1.1.3 4

R

bp o PLS-PM 3.ks 234
plspm

PLS-PM w5 dxins 4.4

P . 1.4 .4

A Zigedl oo 2.1.4 4

S i) s 2.1.4.4

Jadll Lo



225
225
226
228
228
229
229
230
231
233
259
270

L) As3ls : et Ladll
AW,

Ll RS

Sl 2.5

il gl B 3 .5
e L5 4.5

Aty (5 5+ ka5 .5
Sl Lo

dosldl

&

gkl

88l



