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Abstract

The study aimed to expose the contribution of the interactive marketing to customers loyalty of
operator Mobilis, on focusing in its sub-dimensions of interactive marketing, which been
enclosed in previous studies (trust, commitment, interaction, two-ways communication,
processing complains and service quality) and how deep is her contribution in customers loyalty
to the operator, and to achieve the study goals it has been relied to the questionnaire as specific
tool to collect preliminary data from customers, we designed electronic scientific survey via
social media targeting Mobilis customers, we have collected 416 surveys reliable and we
conducted the analysis with the help of the SPSS program.

We also interviewed the Marketing Officer of Mobilis about the same dimensions of the
interactive marketing and we reach the following outcomes:

e Thereis an active contribution in of the interactive marketing to customer's loyalty about
44.3% and each dimension of interactive marketing have a separate contribution in
user's loyalty.

e Dimensions most important in contribution of the interactive marketing are: Trust,
service quality, processing complains and interaction.

e Operator Mobilis is implementing the interactive marketing as management method.

Keywords: interactive marketing, trust, commitment, two-way communication, complaint
handling, service quality, customer loyalty, Mobilis.
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A3l sl mn Llolas i Ooglndly Jelidly ast | 17
shorl) o Bl 3 g SVl eibitsn e Jomss |18
dep B oy o gl e Joladl b g 2l |19
20

L;CLA-:}Y\ J«ﬁ\}ﬂ\ Jf\.w) L}j sSasd| & M}A Z\ME,A &.)jtédj
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Gadlal)

;M‘ QY}L&CAUJBJ\L;&SJMJ\ wxﬁ}x M}“ LS*U 21

Lol Blay I il S o) V) dengd! wls | 22
gc\.é.:g-‘ﬁ\

S o Wl 3 gl Sl i o odlenl Bl 3)15) ooz | 23

Saall b madiod) @olKad) JliiaY 28l pB)l Gyse hnge w23 | 24

Ol djb o dedia]l Lﬁj&,&j\ JL.Z:;A‘)I 83 MEA.S\ CEJ 25

Bgysh 80 Andial) (oSl Lo dungal 55 | 26

il IS aladl e Lo gl Lons | 27

Bl iy Dl ¥5ludly wllaizall ot ol s | 29

oIl gl Jom o9 Sleall Jlizal Jaa | 30

Saall sl Lol o 23Lol ls ggmen Badsdl aie Jdy | 33

Bl 833 e R S 5 o olgn Bt fons | 34

JLaV) dads 3 edogn Age e dazel | 35

pr>ss @T i dleall (gleds ibsall pi, 37

S5 gble B mduge Jlasl 8 jigs | 38

Seall Sl Lail A8 6 deasd) adis wales | 39

higs e S o SY ZLVL esl | 40

il Clbeds e adige nse Sleds J.\a.éi 41

el Jsmdl ] adliad) IS8l lods el polisul gash o) | 42

Lotz 3 jhaza¥l o AJld) Badsdl jlanl o) gmzes o | 43
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edio) Slesdl e alul oW Sl | 46
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Sl 36081 2 2=V
UM\ SJ'JL»:&Y\ L5 C.,ojg Jj.)o- 02 (J) ‘-§—>LLA

i) dpala)) 2,0l Sowdl Sl
s " oles Bl RERVIVIEPIEYY
Gagwd 7ol Bl ("?75‘ L &.5"3“;
- nsn . . -
Jgj.w.s | ﬁ\}u Sl r:i.’- 09,2 Oy
Bigend " ole Sl 3 e ol oy
oy 'O el Bl Clas alygs
T olows Bl Aty A polis
IBM SPSS sl Slr s 3-VI
3-9,’5\ u'hﬁj
Statistics
G ) SIS e | A adally sl
i o) gl B Ui Laall ol b gia jeall | (ssiwal ol Al
N Valid 416 416 416 416 416 416
Missing 0 0 0 0 0 0
Std. Deviation 497 493 439 .485 .458 .285
Variance .247 .243 .193 .235 .210 .081
G SO Jf\S\ [ PZES
Cumulative
Frequency Percent Valid Percent Percent
Valid Different offers 182 43.8 43.8 43.8
Other 234 56.3 56.3 100.0
Total 416 100.0 100.0
) _AEY) adally Gaesal) ) gnd)
Cumulative
Frequency Percent Valid Percent Percent
Valid Postepay 245 58.9 58.9 58.9
Prepay 171 41.1 41.1 100.0
Total 416 100.0 100.0
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Bl &Dlia) Jadl)
Cumulative
Frequency Percent Valid Percent Percent

Valid From 3 to 7 years 108 26.0 26.0 26.0

More than 7 years 308 74.0 74.0 100.0

Total 416 100.0 100.0

Cmiall
Cumulative
Frequency Percent Valid Percent Percent

Valid  Male 260 62.5 62.5 62.5

Female 156 375 375 100.0

Total 416 100.0 100.0

Ja gia yanl)
Cumulative
Frequency Percent Valid Percent Percent

Valid From 20 to 35 years 120 28.8 28.8 28.8

From 36 to 55 years 295 70.9 70.9 99.8

56 years and more 1 2 2 100.0

Total 416 100.0 100.0

& Shal) i Al
Cumulative
Freqguency Percent Valid Percent Percent

Valid  Secondary level and less 37 8.9 8.9 8.9

University and higher 379 91.1 91.1 100.0

Total 416 100.0 100.0

iedead! 1) Ll day L Jolna
S 3 gud)
Reliability Statistics

Cronbach's Alpha Part 1 Value I .950 I
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N of Items 192

Part 2 Value .936

N of Items 19°

Total N of Items 38

Correlation Between Forms .915
Spearman-Brown Coefficient Equal Length .951
Unequal Length .956

Guttman Split-Half Coefficient .947

a. The items are: 2 A&l b claaall Ladial) (e ol dusu e Guli se, 2af Bauall
(o Ol il sall e o Slaall) el AL 8 Jlalad pe Fniha il ge, Jala Lo 3
Ol s gyl Al Apsailly (e sleal Al Gl Ausss o Gl g SUISa) Aol
Ly (Bsise e, Ladlad e ailn s o 455 6Dlaall iy Jumdl ilaaall g, el
L vie Ll g (Al 50 dsns 5o (el 3o, o 5 A 3 el 3a £851 La e ) (5
oSlanll] 58 55 A se Gl 5o Ja g 8 eV Al 5 (3 s Lgladd o Dhenll] Caaind Asu e
ulnse Gilpa 5l o Slaall, o fing cadie daddl) de) ga Joall | o 5l A 5a Gl s 3510 02
bty <Y glaall 5 e Deall) Jant G s i g0 2Dlely eSeall I 33 Jsa (a9 2l
el g Aaliall | Jeliy edie deadd) IS (o) g s Dead), Caslaty oadie deadl) we
YL ¢ Dlan), Camiog cedie Radal) Lilal JBY Laliud 5 el Jeliilly oslall 5 2ie
Ulalad ga 55 g Fusus 3ol Jaminsd Losns 5o il g 3 5al) 35 58IV 8 0l jall e
oSlanll) 2al A g (8 Jaladll aa 1 sall Galadl Lsss oy il 5o,

b. The items are: < s dusse Gl sa go e Saall 3 Sy Jual gl e laia¥),
G R s Gl g 530 e oglatl) e Y sl ¢ Sleall ) ol s all VLl ¢ Sanll
S il (ge JDA Jilas s o 51l o laia¥), aandi 5)13) s 3l 6 3kanll e oy
A 8 Als agin ya3 N ASe, g Tasas 30 il g a8 1 Dpiila JLELLY (5 ASA)
Aadiall (o oyl oDl auad A gall i Ui (5 S8l Aadiall (3o Copha Dhaall | 2 5
Assgall o (5 5SAl dasiall 5 ) pmy A3 ) 8 | Jand dusnall o dadlan Sl IS

) jial (e ad A sall e elia ) e Dlaadl die dadlaa (5 KAl Cuad A sall (e
i1 Y gl 5 e Saad) IS Boba, e Jliiad oSleall aBDle Jgasy Jgaan sl 40,
et Ao Guli e () Al Jia ) (8wl daxall 80 a8 50 il se Slo i YT gan
o glaall Jay et Aeaddl il s dila) (po dal el ) eDanl | Jand L 3

Ol s e @I a1 AEL Gt 83 5a Aeadll) aaie) o Anhe Gl s A Aead
Juai¥) | adiy (pidh sall pgilars o3laall s s M o jinas, 855 4803 Jlall Gl e
Ghalia S ja) aaluy edie deadll 8 ) 81 Juadl cileaall ¢ Daall,

Reliability Statistics

Cronbach's Alpha Part 1 Value 911
N of Items 42
Part 2 Value .863
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N of Items 40

Total N of Items 8

Correlation Between Forms .865
Spearman-Brown Coefficient Equal Length .927
Unequal Length .927

Guttman Split-Half Coefficient .925

a. The items are: il ZLi V0 (Y (e #Dlee dwsse Gl sa, Juadl Ciland Gussse
oulise o Cladd Gaudliall Gl 0 gy GRlia) el cilead IS N ddliall ) J sl

leall, O (siniay &y sl 2a2al) A e ) etV 8 Lgalaiial,

b. The items are: il 8 Jaleill xa L 3o il 5o Lag i (a5 2l 2al o
e 8 e sl e cledd B Gl e, il o a0 Al e clanall

a3kl Gl g (5 ki) Lails,

Reliability Statistics

Cronbach's
Alpha N of Items

971 46

Reliability Statistics

FligSUl Julas

s ol ;'ﬂ}j

Cronbach's
Alpha N of Items
.938 8
Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Lo giall uadl oY 0 .097 48 .200" .973 48 .327

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

a. Lilliefors Significance Correction
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a1 JoYt uadl Oyl AW Blusl Bue

Correlations

Lo giall el 450
Lo giall lual) dsll Pearson Correlation 1
Sig. (2-tailed)
N 48
@l Adl) 8 cladll dedidl s <k Pearson Correlation .896"
A 3a Gl e Sig. (2-tailed) .000
N 48
aal Baall 8 Cdledad (il sall ae ¢ 3eall - Pearson Correlation 874"
Sig. (2-tailed) .000
N 48
onil 48 3 llad ae dssse puluse Pearson Correlation .919™
Sig. (2-tailed) .000
N 48
Jalai A ga i s 4l A6l 0uills Pearson Correlation .829"
e slaal dpas sl Sig. (2-tailed) .000
N 48
Gt ds 3o Gl g0 LK) dalall 4,55 Pearson Correlation .838™
Gsise e Sig. (2-tailed) .000
N 48
Lodlas A ge gl ge e 48 oMaall a5y Pearson Correlation .904™
Jumdl clardll ol Sig. (2-tailed) .000
N 48
il gl vie Jlalai e ilge Zusse Pearson Correlation .912"
ol 5 Sig. (2-tailed) .000
N 48

**_Correlation is significant at the 0.01 level (2-tailed).
2l Y1 g1 dadl Oyl 1) Bl B

Correlations

Jau siall ) )50
2

Lo giall sl o 5930 Pearson Correlation 1
Sig. (2-tailed)

N 48

poli dssse aliise ol Lage d sl Pearson Correlation 7427

¢ Slesll Sig. (2-tailed) .000

N 48

Pearson Correlation .812"
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85 R pa el e g 50 a¥1 3l s Sig. (2-tailed) .000
o i Lgiland ¢ Slaall N 48
it A e palnse Glua gl :3lall - Pearson Correlation .845™
Sig. (2-tailed) .000
N 48
iy (eadia Aaddll ne ) 5o Jaall Pearson Correlation 727
Sig. (2-tailed) .000
N 48
Al dusnse (i sa 310 e & ludinY) Pearson Correlation .833"
Y sl e Dlaxl) Sig. (2-tailed) .000
N 48
Jeri dsge paluge 2del ¢Slall JS Pearson Correlation 742"
332 Jga el leadll s Al Sig. (2-tailed) .000
N 48

**_Correlation is significant at the

Correlations

0.01 level (2-tailed).

Jotid! 10 dadt Sl S Ll G

T gl el Call
del
Jous siall_all Jelall Pearson Correlation 1

Sig. (2-tailed)

N 48
delil ede Zeadll S s e Pearson Correlation .825™
¢Sl Sig. (2-tailed) .000

N 48
ety ende deadll ae Yl ¢ Sall Pearson Correlation Ta73"

Sig. (2-tailed) .000

N 48
oy et Loxdl) Lila) jBY ilinl;  Pearson Correlation .889™

Sig. (2-tailed) .000

N 48
omdl delall gladlly vie Lllad 2o Pearson Correlation .848"
535 50 Aus sl Sig. (2-tailed) .000

N 48

**_Correlation is significant at the

Correlations

0.01 level (2-tailed).

slou¥l AW SNVl 1 Js¥ dadl Syl 11 Blusl Bus

mm

.ijldl_‘#h.u.\l_Bco

b gdl Jlall Bcomm

Pearson Correlation
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Sig. (2-tailed)
N 48
Saxiadi Auanze ouluge u ol S5 SIY) Pearson Correlation 674"
&b Dl jall pa o lanll Sig. (2-tailed) .000
N 48
b Agew & daaill e @ésdl palall Pearson Correlation 779™
s 3y il 9 Sig. (2-tailed) .000
N 48
Gl duuse guluse s Sexdl & Pearson Correlation .857"
Jiba s Jual gill o laial) Sig. (2-tailed) .000
N 48
s A ge gl sa 838 e G gladll ae Pearson Correlation .826™
Y st ¢ Danll Sig. (2-tailed) .000
N 48
&l A all C¥LE Dlaall I3 ,8Le Pearson Correlation .851"
Oe BIa il dual 5ill e laiad) Sig. (2-tailed) .000
N 48

**_Correlation is significant at the 0.01 level (2-tailed).

ol 59\ Ss dodlae 1 Js¥1 dadl Syl 11 Blustlt B

Correlations

Lugidl sl il

5
Ll sl g8l Pearson Correlation 1
Sig. (2-tailed)

N 48
e 5ol Awwsdl oMl e a8 Pearson Correlation .854"
SISl A agum et ) ASe Sig. (2-tailed) .000
N 48
i Ruse Guluge H6 ) 4ila JLEY  Pearson Correlation 769"
(5SS Aadiall (o ok o haall Sig. (2-tailed) .000
N 48
o Al s Jusiny s <3l Aaxsall Pearson Correlation 775"
O b oSl Sig. (2-tailed) .000
N 48
A Al e oS8l dasid) 35 0my Pearson Correlation .845™
a8 Sig. (2-tailed) .000
N 48
Jari densdl e dallee &30 U< Pearson Correlation .858"
4l s Sig. (2-tailed) .000
N 48
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waad duusdl Je elajl oMl 2ie Pearson Correlation .845™
Aallas g lsall Sig. (2-tailed) .000
N 48
Gl Assall el i) <Y 5Ll s Pearson Correlation .812™
eSlaall JS8s 33La Sig. (2-tailed) .000
N 48

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

henll 59 Ss dzdlas 1 Js¥1 dadl Sl 11 Blustl B

Lugiall el sall
N

Jausidll all 335all Pearson Correlation 1
Sig. (2-tailed)

N 48

e Ll ebeall 2Dl Jeus Jsa M 4l Pearson Correlation .664™

Sig. (2-tailed) .000

N 48

e dasuse uluse ) 481 aY) & Pearson Correlation .845™

o Aasal) Sig. (2-tailed) .000

N 47

DA adse puluge e i iVl awa Pearson Correlation .827"

e slaall Sig. (2-tailed) .000

N 47

Jin edle daadll Glageas Adlal 0 Pearson Correlation .825"

Jal elia ) oSlaal Sig. (2-tailed) .000

N 47

Jaxd fanse ulnge e @l la ¢UaaY) Pearson Correlation .790"

Al Gl 83 g Lol Sig. (2-tailed) .000

N 48

wiel e duuse gulnse 4 4ai Pearson Correlation .843™

Juasy! Sig. (2-tailed) .000

N 48

pdy b sl agilerd oMeall i SN Pearson Correlation 711"

praas Sig. (2-tailed) .000

N 48

Dbl Ad Jladl gulnge A4 shklie Pearson Correlation .652™

S Sig. (2-tailed) .000

N 48

Pearson Correlation .802"
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Ml edie Redll 3 8 il Sig. (2-tailed)

Glaadll ¢Slaall N

.000

48

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

Lol bl oYl

Lo giall sl 2Y5l Pearson Correlation 1
Sig. (2-tailed)
N 48
ol 2L (AY (e eDlee dusa pulise Pearson Correlation 853"
Sig. (2-tailed) .000
N 48
Jumil cledd Luwie gulnse oo <led Pearson Correlation .815"
Cpndlial Sig. (2-tailed) .000
N 48
O Pk paliail el clexd @S, Pearson Correlation .884"
il ) J sl L) Sig. (2-tailed) .000
N 48
O e @y el dadll LW e Pearson Correlation .890™
Do) (A Lealadin Sig. (2-tailed) .000
N 48
ainl b Jaledll e dissse Gulnse Lge Pearson Correlation 764"
Sl sy el Sig. (2-tailed) .000
N 48
aaf il e 8 e i) e @lad Pearson Correlation .847"
desssa Gl se Sig. (2-tailed) .000
N 48
Gaaadl A Al e laasll dasidl - Pearson Correlation .856"
Sig. (2-tailed) .000
N 48
calise s Ll Pearson Correlation 778"
Sig. (2-tailed) .000
N 48

**_Correlation is significant at the 0.01 level (2-tailed).

Descriptive Statistics

N Mean

Std. Deviation

el Mg 1 S dadt Oolylad S BLusy!

Ot Syl Julo

"o
. :.\
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I A bl dasial e ik

" 416 3.24 1.194
A se Gl 5a
aaf Gaall & il ik gl as
i 416 3.14 1.148
¢ Saxl)
el A B ala e B 30
T 416 3.14 1.212
oulnse
ot dsss 5 Gl g0 Ayl Al
416 3.44 1.177
Ay (Jlesleal dasill
At A s Gl ge LK) dalall
o 416 3.25 1.123
Ly Bsise e
) 416 3.11 1.176
Aty Jundl ilanil) gl
ol YL e ala g ika 5
) 416 3.48 1.153
A se Gl 5a
SMA_Trust 416 3.258242 .9817768
Valid N (listwise) 416
Descriptive Statistics
N Mean Std. Deviation
oo A e il 5o £l gLy Laa e )
416 3.19 1.066
sl & kaall
A5 A5 Gaalis e T g 0 e
416 3.46 1.059
:\AM‘} 4_9 H.\s:\ L«_“Ah e axll
Cunind dse Gy se Dlpa gl
416 3.21 1.127
& Saxl)
Ay (pedia Lexdll ae 5o Janll 416 3.23 1.164
p i A e Gl e 3l (e
416 3.22 1.265
Cladiad) Y slaall 5 ¢ Saal)
S 3 dsa g padl cleaall 416 3.52 1.151
Galidl
SMA_Commitment 416 3.306090 .9091563
Valid N (listwise) 416
Descriptive Statistics
N Mean Std. Deviation
Jelily cede deadl) J0 oyl ae
’ ) 416 3.33 .994

¢ azll
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416 3.39 1.101
¢M‘
iy adie Aaddll Lilal yBY
o 416 3.21 1.045
Laliud
o) Jelally o gladll g die Uilalat xe
o 416 3.16 1.053
SMA_Interactive 416 3.272837 .8520465
Valid N (listwise) 416
Descriptive Statistics
N Mean Std. Deviation
Janind dspa by ga 2 5l)
416 2.81 1.155
‘f}‘):\sh“ ‘f A.\L\JA” & & azll
a4 g (3 Jalxl) aa 0 all
o 416 2.95 1.181
el A sy (il 5
Cslad A e Gl ga e e Dlaad) B
416 2.87 1.150
Jil s doal gl e laia¥)
Y A 5a Gl 5e 8080 e
416 3.25 1.014
gl & OV sl e Daadl
s s ) VL o Dleall S
il e A Jila g Jaal 5l 416 3.10 1.047
eelaiay!
SMA_Bcommunication 416 2.995192 .8677215
Valid N (listwise) 416
Descriptive Statistics
N Mean Std. Deviation
A5 3 0) A gall e Sanl) e ans
& " 416 3.37 1.097
A 8 Als agaia ya3 I ASia
(o s 3 Gl 5 a8 Aiila
JLEiaY (5 Al Aadiall e oyl 416 3.29 1.035
& Mazll
o el iy JLEILY (5 Sl
416 3.32 .962
PR (] ) k_iJ.]a &zl
35 Al e (5 SIS Aasiall
o 416 3.03 1.111
5 ey 45
Jaxd A sall e dallas (5 <3
416 3.17 1.009

OS2 jial

s ol LW YLy

169\ ad) dolas
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a3 A sl e el ) eDlall

416 3.11 1.035
die dallaa g4l
it A 3all e il i)
416 3.08 1.109
Y sl 5 e Daal) J< 3ol
SMA_Complition 416 3.196085 .8736575
Valid N (listwise) 416
Descriptive Statistics
N Mean Std. Deviation
e Jldiul e Slaxll Ak Jea
) 416 3.17 1.125
a4l
et A e Gl se ) Al iaY)
409 3.26 .984
‘; PR Aaaall
A @dse pulnse o i IV anea
409 3.18 .918
Gl glaall
" 409 3.01 .952
e dal slia ) eSlaall
s A5 Gl g (e &l
) 416 3.15 1.011
cady) TmL.J\ u:u::d EAETN daaall
el e disge Galnge S Aa0a
) 416 3.66 951
Juaayl
ady (pdlh gall agiledd eDleall i yiy
) 416 3.42 941
o pinas
A0 A Jla) il ge (A (3l
416 3.50 1.153
S
iy edie dandll b o1yl Juadl
N ) 416 3.31 1.022
Glaadd) Dlaall
SMA_Quality 416 3.304554 7328116
Valid N (listwise) 402
Descriptive Statistics
N Mean Std. Deviation
)hi\ C\,}SJYL} ‘51‘21 SP D P N
) 416 3.21 1.136
ol ge
416 3.18 1.117
Glaad Cpadliall
O gy aliadl el cilard
) 416 3.09 1.213

S Al Audliall ) J gl L)
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O siniay ad ) el Aa2dl) 3
- 416 2.94 1.225
ety b galasin
416 3.14 1.167
Loga S puad (yla g pall
aaf ondi e M8 e Al e
416 3.10 1.251
Gnaadl A dlal e cleadl)
416 3.09 1.085
daaidl
ol g (s LEA! Laila 416 3.49 1.078
SMA_Loyalty 416 3.155048 .8502737
Valid N (listwise) 416
Correlations
SMA Trust | SMA Loyalty
SMA_Trust Pearson Correlation 1 .619™
Sig. (2-tailed) .000
N 416 416
SMA_Loyalty Pearson Correlation .619" 1
Sig. (2-tailed) .000
N 416 416

**_Correlation is significant at the 0.01 level (2-tailed).

Sl a1yl

SV Lo

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 114.969 1 114.969 257.196 .000P
Residual 185.062 414 447
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA_Trust
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6192 .383 .382 .6685872
a. Predictors: (Constant), SMA_Trust
b. Dependent Variable: SMA_Loyalty
Coefficients?
Standardized
Model Unstandardized Coefficients Coefficients t Sig.
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B Std. Error Beta
1 (Constant) 1.408 114 12.381 .000
SMA Trust .536 .033 .619 16.037 .000
a. Dependent Variable: SMA_Loyalty
A5 i 4l
Correlations
SMA_Commitm
SMA Loyalty ent
Pearson Correlation SMA_Loyalty 1.000 493
SMA Commitment 493 1.000
Sig. (1-tailed) SMA_Loyalty .000
SMA_Commitment .000
N SMA_Loyalty 416 416
SMA_ Commitment 416 416
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .4932 .243 241 .7406641
a. Predictors: (Constant), SMA_Commitment
b. Dependent Variable: SMA_Loyalty
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 72.917 1 72.917 132.919 .000P
Residual 227.113 414 .549
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA_Commitment
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.631 137 11.894 .000
SMA Commitment 461 .040 .493 11.529 .000

a. Dependent Variable: SMA_Loyalty
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) G )
Correlations
SMA Loyalty | SMA Interactive
Pearson Correlation SMA_Loyalty 1.000 464
SMA_Interactive 464 1.000
Sig. (1-tailed) SMA_Loyalty .000
SMA_Interactive .000
N SMA_Loyalty 416 416
SMA_Interactive 416 416
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 4642 .216 214 .7539389
a. Predictors: (Constant), SMA_Interactive
b. Dependent Variable: SMA_Loyalty
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 64.703 1 64.703 113.829 .000P
Residual 235.327 414 .568
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA _Interactive
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.638 147 11.154 .000
SMA_Interactive 463 .043 464 10.669 .000

a. Dependent Variable: SMA_Loyalty

Correlations

SMA_Bcommun
SMA Loyalty ication
Pearson Correlation SMA_Loyalty 1.000 421
SMA Bcommunication 421 1.000
Sig. (1-tailed) SMA_Loyalty .000
SMA_Bcommunication .000
N SMA_Loyalty 416 416

day) J) Ao )1
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SMA_Bcommunication 416 416
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 4212 177 175 7722707
a. Predictors: (Constant), SMA_Bcommunication
b. Dependent Variable: SMA_Loyalty
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 53.120 1 53.120 89.068 .00QP
Residual 246.910 414 .596
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA_Bcommunication
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 1.920 136 14.095 .000
SMA_Bcommunication 412 .044 421 9.438 .000
a. Dependent Variable: SMA_Loyalty
FIIE S|P WUV
Correlations
SMA_Complitio
SMA_Loyalty n
Pearson Correlation SMA_Loyalty 1.000 .582
SMA_Complition .582 1.000
Sig. (1-tailed) SMA_Loyalty .000
SMA_Complition .000
N SMA_Loyalty 416 416
SMA_Complition 416 416
Model Summary®
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .5822 .339 .337 .6921894

a. Predictors: (Constant), SMA_Complition
b. Dependent Variable: SMA_Loyalty
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 101.672 1 101.672 212.204 .00QP
Residual 198.358 414 479
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA_Complition
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.344 129 10.433 .000
SMA_Complition .567 .039 .582 14.567 .000
a. Dependent Variable: SMA_Loyalty
dwdld) G 4!
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .5632 317 .315 .7036562
a. Predictors: (Constant), SMA_Quality
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 95.046 1 95.046 191.961 .000P
Residual 204.985 414 495
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA_Quality
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .997 .160 6.249 .000
SMA_Quality .653 .047 .563 13.855 .000
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a. Dependent Variable: SMA_Loyalty

!

T-Test
Group Statistics
s ) SS) (e Jad N Mean Std. Deviation | Std. Error Mean
SMA _Loyalty Different offers 182 3.342033 .7806436 .0578652
Other 234 | 3.009615 .8750619 .0572046
Independent Samples Test
Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence Inl of
Mean | Std. Error the Difference
F Sig. t df Sig. | Difference | Difference Lower Upper
SMA_Lo Eqg var ass 1.773 .184| 4.028 414 | .000| .3324176| .0825353| .1701770| .4946581
yalty Eq var not assu 4.085| 406.243| .000| .3324176| .0813679| .1724628| .4923723
Rt
Group Statistics
S LR adally Grsal) o) (s2n) N Mean Std. Deviation | Std. Error Mean
SMA_Loyalty Postepay 245 3.062245 7073444 .0451906
Prepay 171 3.288012 1.0082467 .0771025
Independent Samples Test
Levene's Test
for Equality of
Variances t-test for Equality of Means
95% Confidence
Mean Interval of the
Differen | Std. Error Difference
F Sig. t df Sig. ce Difference Lower Upper
SMA_Lo Eqvar ass -
yalty 20'92 .000 | -2.684 414 .008 | .225766 .0841009 | -.3910849 | -.0604487
8
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Eq var not assu

-2.526 | 283.547| .012| .225766 .0893700 | -.4016796 | -.0498540
8
oinll-3
Group Statistics
gl N Mean Std. Deviation | Std. Error Mean
SMA_Loyalty Male 260| 3.216346 .9050332 .0561278
Female 156 | 3.052885 7417610 .0593884
Independent Samples Test
Levene's
Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Mean | Std. Error Difference
F Sig. t df Sig.- Dif Di Lower Upper
SMA_Loy Eg va assumed -
alty 4.740( .030| 1.904 414 | .058 103461 .0858394 | .005273 .3321969
> 9
Eq vas not assu 2.000 | 376.021| .046 '16346; .0817148 '002782 .3241368
A (s siall-4
Group Statistics
o sl (sl I N Mean Std. Deviation | Std. Error Mean
SMA_Loyalty Secondary level and less 37 3.229730 .6786127 1115632
University and higher 379 3.147757 .8656062 .0444632
Independent Samples Test
Levene's
Test for
Equality of
Variances t-test for Equality of Means
95% Confidence
Mean | Std. Error Interval of the
F Sig. t df Sig. Dif Di Difference
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Lower Upper
SMA_Loy Eq va assumed -
alty .711| .400 .559 4141 576 Ojiz .1465699 | .206141 .3700865
6
Eqgl vanot assumed -
.0819
.683 | 48.229] .498 .1200972 | .159469 3234144
725 .
R
Descriptives
SMA Loyalty
95% Confidence Interval for
Mean
Std. Lower Minimu
N Mean Deviation | Std. Error | Bound Upper Bound m Maximum
From 20 to 35 years | 120| 2.873958 | .7066416| .0645073 | 2.746228 3.001689 | 1.2500 4.6250
From 36 to 55 years | 295| 3.265678| .8773765| .0510828| 3.165144 3.366212( 1.0000 5.0000
56 years and more 1| 4.250000 4.2500 4.2500
Total 416| 3.155048 | .8502737| .0416881| 3.073102 3.236994 [ 1.0000 5.0000
Test of Homogeneity of Variances
SMA Loyalty
Levene Statistic dfl df2 Sig.
3.7552 1 413 .053
a. Groups with only one case are ignored in computing
the test of homogeneity of variance for SMA_Loyalty.
ANOVA
SMA Loyalty
Sum of Squares df Mean Square F Sig.
Between Groups 14.291 2 7.145 10.328 .000
Within Groups 285.740 413 .692
Total 300.031 415
Lald) der A1
Correlations
SMA_Loyalty
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SMA_Trust Pearson Correlation .619"
Sig. (2-tailed) .000
N 416
SMA_Commitment Pearson Correlation 493"
Sig. (2-tailed) .000
N 416
SMA_Interactive Pearson Correlation 464"
Sig. (2-tailed) .000
N 416
SMA_Bcommunication Pearson Correlation 421"
Sig. (2-tailed) .000
N 416
SMA_Complition Pearson Correlation .582"
Sig. (2-tailed) .000
N 416
SMA_Quality Pearson Correlation 563"
Sig. (2-tailed) .000
N 416
SMA_Loyalty Pearson Correlation 1
Sig. (2-tailed)
N 416

**_Correlation is significant at the 0.01 level (2-tailed)

Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6662 443 .435 .6392604

a. Predictors: (Constant), SMA_Quality, SMA_Interactive,

SMA_Commitment, SMA_Bcommunication, SMA_Complition,

SMA_Trust

b. Dependent Variable: SMA_Loyalty

Coefficients?
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Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) .781 155 5.028 .000
SMA_Trust .302 .057 .349 5.346 .000
SMA_Commitment -.013 .055 -.014 -.238 .812
SMA_Interactive .118 .052 118 2.242 .026
SMA_Bcommunication -.090 .053 -.092 -1.700 .090




SMA_Complition .189 .060 195 3.167 .002
SMA Quality .215 .066 .185 3.252 .001
a. Dependent Variable: SMA_Loyalty
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 132.891 6 22.149 54.199 .000P
Residual 167.139 409 409
Total 300.031 415
a. Dependent Variable: SMA_Loyalty
b. Predictors: (Constant), SMA_Quality, SMA_Interactive, SMA_Commitment,
SMA_Bcommunication, SMA_Complition, SMA_Trust
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