4. Appendix

Table 1- Communalities for EFA

Communalities

Initial Extraction
CS_Dec 715 757
CS_Expect .686 .709
CS_Need .652 .691
Img_ind .698 .720
Img_pub .584 .546
Img_comp .550 511
Ser_Val .603 .617
SQ _Rel 533 543
SQ_Emp 627 721
SQ_Resp .654 759
SQ_Asur .560 .592
SQ_Tang 322 325
SQ_Netw 442 432
Alt_Sat 277 .323
Alt_Choi 479 .743
SI_Prob 465 489
S| Reg A74 .520

Extraction Method: Maximum

Likelihood.




Figure 1 - Model fit generated AMOS
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Figure 2- Standardized Residual Covariances



Table 2 - Frequencies of Complain Types

Complaints
Cumulative
Frequency Percent Valid Percent Percent
Valid  Direct 305 67.5 67.5 67.5
Group 76 16.8 16.8 84.3
Media 6 13 13 85.6
None 65 14.4 14.4 100.0
Total 452 100.0 100.0
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Figure 3- Bar Charts of Complaints




Table 3 - Frequencies of Subcription Time

Subscription

Cumulative
Frequency Percent Valid Percent Percent
Valid <lyr 60 13.3 13.3 13.3
>5yrs 234 51.8 51.8 65.0
1-3yr 89 19.7 19.7 84.7
3-5yr 69 15.3 15.3 100.0
Total 452 100.0 100.0
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Figure 4 - Bar chart of Subcription time

Subscription




Table 4 - Frequencies for Monthly Calls

Figure 5- Bar Chart for Monthly Calls

AM_Call
Frequen Cumulative
cy Percent Valid Percent Percent
Valid  <60min 90 19.9 19.9 19.9
>180min 189 41.8 41.8 61.7
120-180mi 96 21.2 21.2 83.0
60-120min 77 17.0 17.0 100.0
Total 452 100.0 100.0
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Monthly Data
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Figure 6 - Bar chart for Monthly Data



Monthly SMS
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Figure 7- Bar chart for monthly SMS




