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4. Assurance
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6. Servperf
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.(Aldridge & Rowley, 1998) 

(Hanushek, 

et al., 2008).

 

(Book et al., 

2007)

 

(Canic  McCarthy, 2000)
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(Kwan NG., 1999)

(Galloway, 1998)

                
Archive of SID

www.SID.ir



   
Archive of SID

www.SID.ir



 

( ReVelle, Moran & Cox, 1998)

     

                                                

 

7. Jurans Triple Role  
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(Hill, 2006)

 

(Creswell, 2002)
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(Reynaldo & Santos, 1999)

Minitab 15.0

0.9383

0.5
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Cronbach's Alpha = 0.9383 
Omitted Item Statistics  

                       Adj.               Squared 
Omitted   Adj. Total  Total   Item-Adj.  Multiple  Cronbach's 
Variable        Mean  StDev  Total Corr      Corr       Alpha 
item 1        59.522  7.919      0.6672    0.7524      0.9350 
item 2        59.348  7.860      0.7730    0.7780      0.9318 
item 3        59.000  8.006      0.6593    0.8265      0.9349 
item 4        59.000  8.074      0.5666    0.7746      0.9373 
item 5        59.261  7.978      0.6279    0.9045      0.9360 
item 6        59.304  7.911      0.7988    0.9283      0.9313 
item 7        58.957  7.883      0.8206    0.9459      0.9307 
item 8        58.739  8.018      0.7743    0.8875      0.9325 
item 9        59.391  7.930      0.6620    0.8882      0.9351 
item 10       59.087  7.988      0.7806    0.8664      0.9322 
item 11       58.652  8.009      0.8184    0.8301      0.9317 
item 12       59.043  8.014      0.6050    0.7943      0.9365 
item 13       59.261  8.108      0.5054    0.7084      0.9390 
item 14       59.043  7.980      0.7052    0.7471      0.9337 
item 15       59.261  8.092      0.6428    0.8271      0.9354  
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Spearman Rank Order Correlations (Spreadsheet1) 
MD pairwise deleted 
Marked correlations are significant at p <.05000 

 

2ntvaluep
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Statistica 6.0

valuep

valuep

One-way ANOVA: mean of items 1-15 versus Overall Satisfaction   

Source                DF     SS     MS      F      P 
Overall Satisfaction   2  6.287  3.143  22.46  0.000 
Error                 22  3.079  0.140 
Total                 24  9.366  

S = 0.3741   R-Sq = 67.13%   R-Sq(adj) = 64.14%   

                           Individual 95% CIs For Mean Based on 
                           Pooled StDev 
Level   N    Mean   StDev  -----+---------+---------+---------+---- 
3       4  3.0964  0.2276  (------*-----) 
4      10  4.1043  0.4316                     (---*---) 
5      11  4.5576  0.3531                             (---*---) 
                           -----+---------+---------+---------+---- 
                              3.00      3.60      4.20      4.80 
Pooled StDev = 0.3741
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.(Saghaei, Kavoosi & Samimi, 2004)
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