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4 - Enterprise Application Integration
5 - Workflow Management (WFM)
6 - Business Process Reengineering
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8 - Enterprise resource planning
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Figure 1. Results of Structural Equation Model
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http://fa.wikipedia.org/w/index.php?title=%D8%A2%D8%B2%D9%85%D9%88%D9%86_%D9%87%D9%85%D9%82%D9%88%D8%A7%D8%B1%DA%AF%DB%8C&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
http://fa.wikipedia.org/w/index.php?title=%D8%A2%D8%B2%D9%85%D9%88%D9%86_%D9%87%D9%85%D9%82%D9%88%D8%A7%D8%B1%DA%AF%DB%8C&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
http://fa.wikipedia.org/w/index.php?title=%D9%85%D8%AA%D8%BA%DB%8C%D8%B1%D9%87%D8%A7%DB%8C_%D9%85%D9%82%DB%8C%D8%A7%D8%B3_%D8%A7%D8%B3%D9%85%DB%8C&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
http://fa.wikipedia.org/w/index.php?title=%D9%85%D8%AA%D8%BA%DB%8C%D8%B1%D9%87%D8%A7%DB%8C_%D9%85%D9%82%DB%8C%D8%A7%D8%B3_%D8%A7%D8%B3%D9%85%DB%8C&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
http://fa.wikipedia.org/w/index.php?title=%D8%AD%D8%AC%D9%85_%D9%86%D9%85%D9%88%D9%86%D9%87&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
http://fa.wikipedia.org/w/index.php?title=%D8%AD%D8%AC%D9%85_%D9%86%D9%85%D9%88%D9%86%D9%87&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
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Descriptive Statistics

Minimu | Maxim Std.
N m um Mean | Deviation Skewness Kurtosis
Statisti | Statisti | Statisti | Statisti Statisti | Std. | Statisti | Std.
C C C C Statistic C Error C Error
SEC AVE 186 3.00 5.00 | 4.0000 .53597 .074 .365| -.757 717
Valid N
(listwise) 180
(Y=Y Jgda ) & (oo i
Descriptive Statistics
Minimu | Maxim Std.
N m um Mean | Deviation Skewness Kurtosis
Statisti | Statisti | Statisti | Statisti Statisti | Std. | Statisti [ Std.
C C C C Statistic C Error C Error
ACC AVE 186 3.00 5.00| 4.3274 .61854 | -.739 .365| -.318 717
Valid N
(listwise) 186
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Descriptive Statistics

Minimu | Maxim Std.
N m um Mean | Deviation Skewness Kurtosis
Statisti | Statisti | Statisti | Statisti Statisti | Std. | Statisti| Std.
c [ C [ Statistic C Error C Error
REC AVE 186 2.50 5.00] 4.1429 .68330| -.525 .365| -.457 717
Valid N
o 186
(listwise)
(F-F Jsiz ) s S il
Descriptive Statistics
Minimu | Maxim Std.
N m um Mean | Deviation Skewness Kurtosis
Statisti | Statisti | Statisti | Statisti Statisti Std. Statisti | Std.
C C c C Statistic C Error [ Error
Hedonic
186 2.00 5.00] 3.1488 .65112 443 .365 531 717
AVE
Valid N
o 186
(listwise)
(0-Y Joi> ) 2 25 2,08
Descriptive Statistics
Minimu | Maxim Std.
N m um Mean | Deviation Skewness Kurtosis
Statisti | Statisti | Statisti | Statisti Statisti| Std. | Statisti| Std.
[ C [ C Statistic [ Error [ Error
Utilitarian
42 2.25 5.00|3.5417 71763 .364 .365 -.987 717
AVE
Valid N
o 42
(listwise)

(5= Jgis ) 2 g)bldy

Descriptive Statistics

AN



Minimu | Maxim Std.
N m um Mean | Deviation Skewness Kurtosis
Statisti | Statisti | Statisti | Statisti Statisti| Std. | Statisti| Std.
C C C C Statistic c Error C Error
Loyalty 42 2.00 4.75]3.5298 .73086 | -.443 .365| -.515 717
Valid N
o 42
(listwise)
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http://fa.wikipedia.org/w/index.php?title=%D8%A2%D8%B2%D9%85%D9%88%D9%86_%D9%87%D9%85%D9%82%D9%88%D8%A7%D8%B1%DA%AF%DB%8C&action=edit&redlink=1&preload=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%B3%D8%AA%D8%AE%D9%88%D8%A7%D9%86%E2%80%8C%D8%A8%D9%86%D8%AF%DB%8C&editintro=%D8%A7%D9%84%DA%AF%D9%88:%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%D9%85%D9%82%D8%A7%D9%84%D9%87/%D8%A7%D8%AF%DB%8C%D8%AA%E2%80%8C%D9%86%D9%88%D8%AA%DB%8C%D8%B3&summary=%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF+%DB%8C%DA%A9+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D9%86%D9%88+%D8%A7%D8%B2+%D8%B7%D8%B1%DB%8C%D9%82+%D8%A7%DB%8C%D8%AC%D8%A7%D8%AF%DA%AF%D8%B1&nosummary=&prefix=&minor=&create=%D8%AF%D8%B1%D8%B3%D8%AA+%DA%A9%D8%B1%D8%AF%D9%86+%D9%85%D9%82%D8%A7%D9%84%D9%87+%D8%AC%D8%AF%DB%8C%D8%AF&withJS=MediaWiki:Intro-Welcome-NewUsers.js
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Cases
Valid Missing Total
Perce Perce Perce
N nt N nt N nt
el 100.0
184 98.5% |2 1.5% |186
oS el 5% %

Asymp.
Sig. (2-|Exact Sig.|Exact Sig.
Value |df sided) (2-sided) |(1-sided)
Pearson Chi-
8.5912 |1 .003

Square
Continuity

_ 6.703 |1 .010
Correction®
Likelihood Ratio 9.125 |1 .003
Fisher's Exact

.006 .004

Test
Linear-by-Linear

o 8.386 |1 .004
Association
N of Valid Cases |184
Symmetric Measures

Value Approx. Sig.
Nominal by Nominal Phi 452 .003
Cramer's V
452 .003

N of Valid Cases 184
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Cases
Valid Missing Total
Percen Percen
N t N Percent|N t
P
. 184 98.5% (2 1.5% 186 100.0%
EUERETS
Chi-Square Tests
Asymp.
Sig. (2-|Exact Sig.|Exact Sig.
Value |[df sided) (2-sided) (1-sided)
Pearson Chi-
.8402 1 .359
Square
Continuity
_ .210 1 647
Correction®
Likelihood Ratio .939 1 .333
Fisher's Exact Test .651 .340
Linear-by-Linear
o .820 1 .365
Association
N of Valid Cases 184
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Symmetric Measures

Value Approx. Sig.
Nominal by Nominal Phi -.141 .359
Cramer's V 141 359
N of Valid Cases 184
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Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent [N Percent [N Percent
(s
184 98.5% |2 1.5% 186 100.0%
@S 28 58S
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 16.6162 .000
Likelihood Ratio 18.717 |2 .000
Linear-by-Linear
o 15.451 |1 .000
Association
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N of Valid Cases

| 184

Symmetric Measures

Approx.
Value Sig.
Nominal by Phi .629 .000
Nominal Cramer's
.629 .000
Vv
N of Valid Cases 184

O b Lae (g daly 00 0 O3l 5 Cawl JguB BB aoyd 4,00 3l S glas > @ 35 ausd oyl

S g2y (8l oS8 (35 §SSwly Sl el liee 9 21)5 38 S S

Fpgd dnd )

alarly (5l o8y 8 Sy S Ll (4)lg lise g (155 0,087k g LS ) ol 3l (BMS) S oy

D, 3939 (5 lolixe (¢

@S 3208 g 215 S s o o cpty - ol ord 030l CHE 2 901 1 4008 ol 2 512

Crosstabs

Case Processing Summary
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Valid Missing Total
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. 184 98.5% |2 1.5% 186 100.0%
15 ol o,5
Loyalti Range * HED Crosstabulation
bl (g blag liee 4 018l ol)F &l o
Chi-Square Tests
Asymp. Sig. (2-
Value df sided)

Pearson Chi-Square 13.751% (2 .001
Likelihood Ratio 12.900 .002
Linear-by-Linear

o 9.803 1 .002
Association
N of Valid Cases 184
Symmetric Measures

Value Approx. Sig.
Nominal by Nominal Phi 572 .001
Cramer's V
572 .001

N of Valid Cases 184
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Crosstabs

Case Processing Summary

Cases
Valid Missing Total
Percen Percen Percen
N t N t N t
)by 100.0
184 98.5% |2 1.5% 186
S el 6,5 %

Loyalti Range * Utilitarian Guys Crosstabulation

Lol (5,log f5ee 2 31,381 21,8 2,0)18" o

Chi-Square Tests

Asymp.
Sig. (2-
Value |df sided)
Pearson Chi-
4.5392 |2 .103
Square
Likelihood Ratio 4931 |2 .085
Linear-by-Linear
o 4.128 |1 .042
Association
N of Valid Cases 42
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Symmetric Measures

Approx.
Value |Sig.
Nominal by Phi .329 .103
Nominal Cramer's
.329 .103
\
N of Valid Cases 42
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T-Test

One-Sample Statistics

Std.
N [Mean Deviation Std. Error Mean
SleMbl jl ebles 4214.19 773 119
Slpkoledol | bl | 42 | 3.05 .909 .140
One-Sample Test
Test Value =0
95% Confidence Interval of
Sig. (2- | Mean the Difference
t df |tailed) Difference | Lower Upper
Sl el 25'14 41 ].000 4.190 3.95 4.43
Slpkaledbl jl cbls |21.71
9 41 ].000 3.048 2.76 3.33
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T-Test
One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
Sl slo agje jl Glial g caby 42 14.00 1.012 .156
STl = Bl sla anjo jl Clial g caby 142 [3.21 .925 .143
One-Sample Test
Test Value =0
Sig. 95% Confidence Interval
(2- of the Difference
tailed | Mean
t df |) Difference Lower Upper
sLsl cla ansn 5l Glasl g sy, | 25.61
R SE ” ) 41 |.000 |4.000 3.68 4.32
Slol gl avin jl il y caby | 20 52
41 |.000 |3.214 2.93 3.50

Syl - 3

okl g iy cou yas cwl ol 5l (Sl oA 1Sk GBI ¢ 0l 5 YU ds g las 4 an g5 L

-3l il g LB Ll o B 5 Slas ol ol Colugg ¢ 3LS] (ol ayjm

23 dleidyy |y kailps b sallas 5 (hakae (L2815 (Bl B s Y

T-Test
One-Sample Statistics
N |Mean Std. Deviation | Std. Error Mean
oebae (oS 42 (4.17 .730 113
STykgralae (2815 42 (3.33 .846 131
One-Sample Test
Test Value =0
Sig. (2- [ Mean 95% Confidence Interval of
t df tailed) Difference |the Difference

Y



Lower Upper

ool (o815 37.004 |41 .000 4.167 3.94 4.39
Shpkgiebe 25151 25,540 |41 .000 3.333 3.07 3.60
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T-Test
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
G s 42 4.36 .850 131
Sl = ey 42 2.93 1.022 .158

One-Sample Test

Test Value =0
95% Confidence Interval
Sig. (2- | Mean of the Difference
t df tailed) Difference | Lower Upper
s 33.209 |41 .000 4.357 4.09 4.62
Shpl-cep 118,579 (41 .000 2.929 2.61 3.25
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T-Test

One-Sample Statistics
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N Mean Std. Deviation | Std. Error Mean

o 42 4.21 1.025 .158
Sl = oyl 42 3.26 .857 132
One-Sample Test

Test Value =0

95% Confidence Interval of
Sig. (2- | Mean the Difference

t df tailed) Difference Lower Upper
o 26.647 |41 .000 4.214 3.89 4.53
Shal-pl |24.664 |41 .000 3.262 2.99 3.53
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T-Test

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean

b s 42 431 .924 143
STl =l g 42 2.83 .853 132
One-Sample Test

Test Value =0

95% Confidence Interval of
Sig. (2- | Mean the Difference

t df tailed) Difference | Lower Upper

b g 30.238 (41 .000 4.310 4.02 4.60

\Al




| STyl o e | 21.526 | 41

| .000

|2.833

|2.57 |3.10 |

S sb 4 g b gie oy 3 85 cal o 5 LS V0 Sl MBS ¢ by

g Ybhus glbas 4 axg L

bl 2 il 5l g Sl i s 3 Slas (2IR55)5 la Coluy ¢« Al 4 pwyid (g2,

A3l 03,5 et YIS g b s, S5l el gl )3 Loy (5yy) o835 )

T-Test

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean

Sk 42 4.17 1.124 173
Sl = b3k 42 2.43 1.129 174
One-Sample Test

Test Value =0

95% Confidence Interval
Sig. (2- | Mean of the Difference

t df tailed) Difference | Lower Upper
Sk 24.016 (41 .000 4.167 3.82 4.52
Shl- Ghsik[13.937 |41 .000 2.429 2.08 2.78
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T-Test

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
55 42 4.00 1.012 .156
Shl= 5,8 42 2.52 1.131 175

One-Sample Test

Test Value =0
95% Confidence Interval
Sig. (2- | Mean of the Difference
t df tailed) Difference Lower Upper
55 25.612 |41 .000 4.000 3.68 4.32
Shol- )5 114.457 |41 .000 2.524 2.17 2.88
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T-Test
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
o | 42 4.02 1.070 .165
Sl = ool g | 42 2.24 1.122 173

One-Sample Test

Test Value =0
95% Confidence Interval of
Sig. (2- | Mean the Difference
t df tailed) Difference | Lower Upper
ob ] 24.362 |41 .000 4.024 3.69 4.36
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Hedonic VS Security
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Hedonic VS Receptiveness
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Utilitarian VS Accessibility
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Utilitarian VS Security
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Utilitarian VS Receptiveness
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Abstract

The Internet sector has grown exponentially in the past decade, increasing its
diffusive power and cross-industry impact. Recent extensive survey research
reveals that the success of Internet shopping businesses is determined primarily
by consumer repurchase and loyalty. this research empirically examines the
effect of various Internet shopping site qualities on the utilitarian and hedonic
values of Internet shopping. The influence of various Internet shopping on
customer satisfaction and repurchase intention is also investigated. We perform
Chi2 test analysis with a sample of 186 valid observations. Our results show that
while receptiveness is critical factor affecting utilitarian shopping value, security
quality is the factor most closely associated with hedonic shopping value. These
findings suggest that service quality plays a significant role in increasing both
utilitarian and hedonic shopping values. Our results also show that the impact of
quality factors on Internet shopping values and subsequent repurchase
intention differs across the two attitude groups. In the end by using servequal
model, difference between cognition and expectation has been examined. The
results show that the biggest gap in three factor were analyzed, was in security

and receptiveness.
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