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Appendix B1: Profile of Responding

Table 4.1

Questionnaires Rate of Return
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Total Questionnaires sent to the companies 150
Returned questionnaires (not filled- up) 15
Completed questionnaire received from respondents 135
Returned questionnaires (partially answered) 1
Questionnaires not returned 9
Overall response Rate 83.33%
Usable response Rate 78.66%
Statistics
work
educational | experience [Earlier &late
age gender marital status level in banking respon |Bank Name
N Valid 118 118 118 118 118 118 118
Missing 7 7 7 7 7 7 7
age
Cumulative
Frequency Percent Valid Percent Percent

Valid less than 30 9 7.2 7.6 76

30 less than 40 26 20.8 22.0 29.7

40 less than 50 57 4556 483 78.0

50 less than 60 26 20.8 22.0 100.0

Total 118 944 100.0
Missing ~ System 7 56
Total 125 100.0

gender
Cumulative
Frequency Percent Valid Percent Percent

Valid male 99 79.2 83.9 83.9

female 19 15.2 16.1 100.0

Total 118 94.4 100.0
Missing ~ System 7 5.6
Total 125 100.0




marital status

Cumulative
Frequency Percent Valid Percent Percent
Valid single 16 12.8 136 13.6
married 100 80.0 84.7 98.3
other 2 1.6 1.7 100.0
Total 118 94.4 100.0
Missing System 7 5.6
Total 125 100.0
educational level
Cumulative
Frequency Percent Valid Percent Percent
Valid secondary 1 .8 .8 .8
graduate 50 40.0 42.4 43.2
postgraduate 67 53.6 56.8 100.0
Total 118 94.4 100.0
Missing System 7 5.6
Total 125 100.0
Earlier &late respon
Cumulative
Frequency Percent Valid Percent Percent
Valid ealier respon 73 58.4 61.9 61.9
late respon 45 36.0 38.1 100.0
Total 118 94.4 100.0
Missing ~ System 7 5.6
Total 125 100.0
Bank Name
Cumulative
Frequency Percent Valid Percent Percent
Valid Al-Shamal Islamic Bank 4 3.2 3.4 3.4
Sudanese Islamic Bank 5 4.0 4.2 7.6
Faisal Islamic Bank 15 120 127 203
Savings& Social
Development Bank 4 32 3.4 287
Capital Bank 1 .8 .8 246
Saudi Sudanese Bank 5 4.0 4.2 288
Farmer's Commercial
Bank 3 2.4 2.5 314
Gordonain Gazear Bank 4 3.2 3.4 347
Bank of Khartoum 11 8.8 9.3 441
Sudanese Egytian Bank 5 4.0 4.2 483
Agricultural Bank 7 5.6 5.9 542
Animal Resources' Bank 3 2.4 25 56.8
Bank of Sudan 7 5.6 5.9 627
Shore & Desert Bank 2 1.6 1.7 644
Estates Commercial
Bank 3 2.4 2.5 66.9
Baraka Bank 4 3.2 3.4 703
Omdurman National
Bank 5 4.0 4.2 746
Tadamon Islamic Bank 2 1.6 1.7 763
Sudanese French Bank 5 4.0 4.2 805
El-Nilein Industrial
Development Bank 8 2.4 25 831
Export Development Bank 2 1.6 1.7 84.7
Al salam Bank 3 2.4 25 873
Quater National Bank 2 1.6 1.7 89.0
Financial Investment
Bank 3 2.4 25 915
Islamic Co-operative
Development Bank 2 1.6 17 932
Workers' National Bank 1 8 8 94.1
Industrial Development
Bank 3 2.4 2.5 96.6
Abu Dhabi National Bank 1 .8 .8 975
Ivory Bank 1 8 8 98.3
Blue Nile Mashreq Bank 1 .8 .8 992
National Arabic Bank 1 .8 .8 1000
Total 118 944 1000
Missing System 7 5.6
Total 125 100.0
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Appendix B2: Tests for Response Bias
CROSSTABS
/

TABLES=age gender status education experience BN

BY Response

/ FORMAT= AVALUE TABLES
/ CELLS= COUNT
/ COUNT ROUND CELL.
Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
age * Earlier &late respon 118 94.4% 7 5.6% 125 100.0%
gender * Earlier &late o o .
respon 118 94.4% 7 5.6% 125 100.0%
marital status * Earlier
&late respon 118 94.4% 7 5.6% 125 100.0%
educational level * Earlier
&late respon 118 94.4% 7 5.6% 125 100.0%
work experience in
banking * Earlier &late 118 94.4% 7 5.6% 125 100.0%
respon
Bank Name * Earlier
&late respon 118 94.4% 7 5.6% 125 100.0%
age * Earlier &late respon Crosstabulation
Count
Earlier &late respon
ealier respon late respon Total
age less than 30 7 2 9
30 less than 40 18 8 26
40 less than 50 34 23 57
50 less than 60 14 12 26
Total 73 45 118
gender * Earlier &late respon Crosstabulation
Count
Earlier &late respon
ealier respon late respon Total
gender male 63 36 99
female 10 9 19
Total 73 45 118
marital status * Earlier &late respon Crosstabulation
Count
Earlier &late respon
ealier respon late respon Total
marital single 13 3 16
status married 59 41 100
other 1 1 2
Total 73 45 118
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educational level * Earlier &late respon Crosstabulation

Count
Earlier &late respon
ealier respon late respon Total
educational secondary 0 1 1
level graduate 31 19 50
postgraduate 42 25 67
Total 73 45 118
work experience in banking * Earlier &late respon Crosstabulation
Count
Earlier &late respon
ealier respon late respon Total
work experience 10 less than 15 year 23 8 31
in banking 15 less than 20year 23 14 37
20 and more 27 23 50
Total 73 45 118

Appendix B2a: Chi-Square Test for Differences between Early and Late

Responses

Count

Bank Name * Earlier &late respon Crosstabulation

ealier respon

] Earlier &late respon

late respon

Total

Bank
Name

Total

Al-Shamal Islamic Bank
Sudanese Islamic Bank
Faisal Islamic Bank
Savings& Social
Development Bank
Capital Bank

Saudi Sudanese Bank

Farmer's Commercial
Bank

Gordonain Gazear Bank
Bank of Khartoum
Sudanese Egytian Bank
Agricultural Bank
Animal Resources' Bank
Bank of Sudan

Shore & Desert Bank

Estates Commercial
Bank

Baraka Bank

Omdurman National

Bank

Tadamon Islamic Bank
Sudanese French Bank
El-Nilein Industrial
Development Bank
Export Development Bank
Al salam Bank

Quater National Bank

Financial Investment
Bank

Islamic Co-operative
Development Bank
Workers' National Bank
Industrial Development
Bank

Abu Dhabi National Bank
Ivory Bank

Blue Nile Mashreq Bank
National Arabic Bank
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Chi-square Test for Early and Late Responses

Variable Respondents Sig.
Earlier Late
(74) (51)
Age less than 30 7 ) .61
30 less than 40 18 11
40 less than 50 34 25
50 less than 60 15 13
gender male 64 33 .09
female 10 13
marital status .33
13 5
single
60 44
married
1 2
other
educational level .96
1 1
secondary
31 21
graduate
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42 29
postgraduate
Work experience in banking .38
23 11
10 less than 15 year
23 15
15 less than 20year
28 25
20 and more
Bank Name .00
0 4
Al-Shamal Islamic Bank
5 0
Sudanese Islamic Bank
13 2
Faisal Islamic Bank
Savings& Social 0 6
Development Bank
0 1
Capital Bank
2 3
Saudi Sudanese Bank
Farmer's Commercial Bank 3 0
4 0
Jordanian jazeera Bank
9 2
Bank of Khartoum
5 0

-355-




Sudanese Egyptian Bank

Agricultural Bank

Animal Resources' Bank

Bank of Sudan

Shore & Desert Bank

Estates Commercial Bank

Baraka Bank

Omdurman National Bank

Tadamon Islamic Bank

Sudanese French Bank

El-Nilein Industrial
Development Bank

Export Development Bank

Al Salam Bank

Qatar National Bank

Financial Investment Bank

Islamic Co-operative
Development Bank
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Workers' National Bank 1 0

Industrial Development 1 5
Bank

Abu Dhabi National Bank 1 0

Ivory Bank 1 0

Blue Nile Mashreq Bank 1 0

National Arabic Bank 1 0

Appendix B3.1 Factor Analysis for Marketing Information System

FACTOR

/ VARIABLES INQ1 INQ8 SQ2 INQ3 INQ6 INQ4 INQ5 SQ1 INQ2 SQ3 MRO5 MRO6 MRO4
MRO3 MRO2 MRO1 SSQ3 SSQ5 SSQ6 /MISSING LISTWISE /ANALYSIS INQI1 INQ8 SQ2
INQ3 INQ6 INQ4 INQS5 SQ1 INQ2 SQ3 MRO5 MRO6 MRO4 MRO3 MROZ MRO1l SSQ3 SSQ5
SSQ6

PRINT INITIAL KMO AIC EXTRACTION ROTATION

FORMAT SORT

CRITERIA MINEIGEN (1) ITERATE (25

EXTRACTION PC

CRITERIA ITERATE (25 (

ROTATION VARIMAX

METHOD=CORRELATION.

actor Analysis

m\\\\\\\

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. 919

Bartlett's Test of Approx. Chi-Square | 1726.485

Sphericity df 171
Sig. .000
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Communalities

Rotated Component Matrix a
Ve — ] Initial Extraction Component
! QI Ty ank information 1.000 798 1 2 3
S cleal INQ1 my bankinformation
INQ8 my bank information is clear 855 258 027
has reliability and 1.000 777 INQ3 my bank information
relevance is up to date 828 167 148
SQ2_ my bank system is 1.000 769 INQ8 my .b.ank information
efficient has reliability and 819 a1 .307
INQ3 my bank information relevance
is up to date 1.000 735 SQ2 my bank system is
. ' fficient 783 3% o4
INQ6 my bank information 1.000 754 e ) _
has completeness . . INQ2 my bank information 760 178 205
. . has format . . -
INQ4 my bank information 1.000 795 . X
has timeliness : . L’:Sgon%ypﬁgse'goma“o" 775 197 .340
INQ5 my bank information R "
i 1.000 750 INQ5 my bank information
gecx; prembsmrll . has precision 767 217 .340
my bank system INQ4 my bank information
provides accurate 1.000 .693 has limeyliness 756 231 317
Il:lfgrzmallog it ! SQ1 my bank system
my bank information provides accurate 709 434 -.040
has format 1.000 685 information
SQ3my bank system has SQ3my bank system has
quick response time 1.000 601 quick response time 685 344 108
MRQ5 my bank marketing MRQ5 my bank marketing
orientation comprises an 1.000 .868 orientation comprises an 282 863 263
intelligence collection. intelligence collection.
MRQ6 my bank marketing MBQG my bank marketing
orientation comprises 1.000 .866 orientation comprises 272 841 2%
response to intelligence r’:;pcg’:se toblantilllge;:
. my bank marketing
MBQ4 my bank rn.arkenr\g orientation comprises an 292 .823 301
grlelnrtanon corﬁprlges an 1.000 .852 intelligence collection
intelligence collection ‘ MRQG my bank marketing
MRQ3 my bank marketing orientation comprises
orientation comprises 1000 675 inter-functional 161 740 317
inter-functional : . coordination
coordination MRO2 my bank marketing
MRO2 my bank marketing orientation comprises 402 640 290
orientation comprises 1.000 .655 competitor orientation.
competitor orientation. MRO1 my bank marketing
MRO1 my bank marketing orientation c_ompr_ises 446 576 -015
orientation comprises 1.000 531 customer orientation
customer orientation 53?3 my bank teamwork
is often seen as ameans
iSSCf)‘S r:nyeiin:stz":ggz;k of supporting willingness 268 183 R
;2: (frtin willingness 1.000 .709 to deliver service quality
to deﬁ\?er se?vice q%ality S8Q5 my bank
performance appraisals
SSQ5 my bank and rewards gives the 283 341 729
performance appraisals right directions to
and rewards gives the 1.000 .728 worforce
right directions to SSQ6 my bank
worforce communication (two way
$SQ6 my bank internal) as upward and 031 376 629
communication (two way downward
N 1.000 .538 - — "
internal) as upward and Extraction Method: Principal Component Analysis.
downward Rotation Method: Varimax with Kaiser Normalization.
Extraction Method: Principal Component Analysis. 2. Rotation converged in 6 iterations.
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Component Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 10.360 54.524 54.524 10.360 54.524 54.524 6.797 35.771 35.771
2 2213 11.646 66.170 2213 11.646 66.170 4.450 23.422 59.193
3 1137 5.984 72154 1137 5.984 72.154 2463 12.961 72154
4 e 4.057 76.211
5 .698 3.673 79.884
6 .642 3.380 83.264
7 489 2574 85.838
8 .469 2466 88.304
9 .390 2.051 90.355
10 311 1.636 91.991
1 .289 1522 93.513
12 .252 1.325 94.838
13 .239 1.257 96.094
14 195 1.024 97.119
15 163 .857 97.976
16 .153 .804 98.779
17 .096 507 99.286
18 .089 .470 99.756
19 .046 244 100.000

Extraction Method: Principal Component Analysis.
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Component Transformation Matrix

Component 1 2 3

1 .750 .557 .356
2 -.661 .646 .382
3 -.017 -.522 .853

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

APPENDIX B3.2: Factor Analysis for Competencies Based

FACTOR

/

N N N N N

VARIABLES PCO2 PCO3 PC0O4 PCO5 PCO6 PCO7 PCO9 0OCO4 OCO5 OCO6 OCO7 0OCOS8
SCO1 SCO2 SCO3 SCO4 sSCO5 sCO6 SCO7 SCO8 SCO9 SCO10 SCO1l SCOl2 SCOl1l3 sCOl4
SCO1l5 /MISSING LISTWISE /ANALYSIS PCO2 PCO3 PCO4 PCO5 PCO6 PCO7 PCO9 0OCO4
OCO5 0OCO6 OCO7 OCO8 SCO1 SCO2 SCO3 SCO4 SCO5 SCO6 SCO7 SCO8 SCO9 SCO10
SCO11 SCO12 SCO13 SCO014 scolb

PRINT INITIAL KMO AIC EXTRACTION ROTATION

FORMAT SORT

CRITERIA MINEIGEN(1) ITERATE (25 (

EXTRACTION PC

CRITERIA ITERATE (25 (

ROTATION VARIMAX

METHOD=CORRELATION.

Factor Analysis

]

KMO and Bartlett's Test

Kaiser-Meyer-éIkin Measure of §ampling

Adequacy. .905

Bartlett's Test of Approx. Chi-Square 2524.324

Sphericity df 351
Sig. .000
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Rotated Component Matrix

Communaitios
Comooren
e i : z B z
g oo
amployoes oo atough 1000 sa5 Sakehoidrs krow how
job use competence that is. 857 44 75 004
PCOBInmybank amiarvih sty
employees are fullof 1000 828 SCOBbanking
v Sakeholgrs row how o
PCO4inmy bank oo e rigts 1o acoopt s 106 o6 o
amployoss o thngs 1000 7 o ot barog
afcionty orests vas
PCOsinmybark SCOsbankrg
employees generate akt 1000 o7 S o oo
eninisaom e oo 89 162 218 025
Eeonmmybank Saeinies e o
‘employees get nervous 1000 788 e
cashy
scosbankry
PCO7inmy bank 1000 814 stakeholders know how fo
cmpiyess wortes bt Setorened ol
PCOBinmy bank st s 22 ot o5t
employees ars 1000 500 Vet v
dopressod. buo pertormance measucs
my tarkemgoyes 7bankng
satsfacton atract e 1000 79 sakeholdrs krow how o
bestemplyees gainposiove ene
05 my ta rk emgoyee ‘even in difficut and a3 167 040 105
satstacionleads 1o rwsuel custances in
retention of of the best 1000 856 different market structure
scosbankrg
06 my ta rk emgoyee. stukahokiers leow how o 803 137 177 025
satstacton leads to more 1000 - rodelsocia
gy maiiated Tesporsily
employees Scosbankrg
0007 my tark empoyes sakeholdrskrow how o 02 200 156 002
satisfaction leads ip more. innovate brand
highly customer 1000 856 SCO12bankirg
conscious amplyoes Sakeholers krowhow
etcal narrasora so1 205 o0 1
G8my tark empoyes sop
devebpmentof Saahaers oatorshp
specicindvidual 1000 o
conpetencies can ead o SCOt1 barkirg
improvement ol work sl o oute
e Socklot resporei e a0 002 s
ek whow feadership tha efectively
Stakehoters know howto cadesi e
Use and moract 1000 o
direction impact of SCO10 banki
Sakeholers row o
blancing interests value t i 772 129 195 145
o Vetkinanapen uaton
stakehoters know howto
i aent SCOtbankr
[ 1000 50 sakehoiders krow how o
0 eract e 7o 22 e o8
Toltorsings fom
Sakanolders netwrk Grecton mpactof
sakanoser lrcig natets va
Skaholdos frow haw o Scotatarkry
o soc 1000 o0 setotis oowtouto 700 2 ors o
responsibilty and after-sales service
SCO8 bankn
ikeboliersou howto sakeholdrs ow how o
rowido ffer i
Sakaholdors mamoers o 1000 7 provdsaiteritome 750 1o 2 o
‘meet long-term values to that in the foreign
ks
SCOSbanking SCO2banking
sakehoters know howto e rowts
Sotorirtad poicies e
1000 77 -
rd bancing torosts e o 757 266 191 o0
value that drove relationships from
portrmance measures o «
SCO8barking Scots bank
stakehoters know howto 1000 708 Sakeholgers row how o
innovate brand ‘seek risk minimization in 693 176 185 15
$CO7 banking biancing interests
stakehoters koow howto OC08my barkemployes
gain positve baneits Satstacionieads o more
‘even in difficult and 1000 701 highly motivated 253 b 184 -085
unusual ciroumsiances n emplyees.
iforont marketsvucture 00T mybarkemploye
SCoBbanki Saisocton kads s mors
‘stakeholders know how to ighly customer mn &1 263 135
Use thr g 1o accept 1000 29 conscous ampoyess
o eectbanong 005y barkemployes
s vale satstacionioads 0 - s - -
SCOBbanking Teentionf of e best
‘stakeholders know how to ‘employees.
use competence that is 1000 786 0CO4my bankemployee
Tamiar i usey Satstacionatiat i 0 o 5 108
SCOt0banking et empiyess
takehoters know howto Gc08my barkemployes
work in an open situation 1000 671 development of
Speciloindvidual s a2 o 262
SCO11 banking es can lead to
stakeholders know how to improvement of work
‘seek for responsible 1000 720 PCOBin my bank
caderahi tht afecvely enployees ars uof 166 2 8 ™
used esources enorgy
SCO12banking PCOdinmy bark
Sakatiotirs keowhowto enployees do hirgs 098 188 ) 25
Sophisicals nermatonal 1000 756 piecy
Sakehoters raatonship PCOSinimy bank
employees genorate abt 255 101 7 "
SCO13banking enthusiasm
stakehoters know howto , Pcozin
offer customer service 1000 28 ‘employees do athrough 220 167 673 080
andafter-saes service b
SCO14banking PCOBin my bank
[rioiatodor - emplojoes ot narous o8 059 ot 561
rovide offer in home easily.
provida off hor 1000 704
arkes that was smiar PCO7in - o - e
{0 thatn th foroign emphyecs wortes dot
marets PGOain mybark
SCotsbanking psdriin -
stakehoters know howto 1000 w52 cepressea  bue
‘seek risk minimization in ‘Extraction Method: Principal Component Analysis.
Hancig ntresis Rotaion Meinog: Vaimax wi Kaser Nomalzaion.
Eracton et Pancpal Camponent Arays = Rotainconveged nsieraiors
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings

Component

Total

% of Variance

Cumulative %

Total % of Variance

Cumulative %

Total

% of Variance

Cumulative %

©® N oA WN

9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27

13.243
3.203
1.806
1.512

.887
719
.604
.579
.537
.455
411
.373
.357
.333
271
241
.225
.208
179
157
138
130
112
104
.088
.083
.046

49.047
11.862
6.689
5.600
3.286
2.664
2.237
2145
1.987
1.685
1.521
1.380
1.321
1.233
1.004
.891
.832
77
.665
.581
512
.481
413
.387
.326
.307
A71

49.047
60.910
67.599
73.199
76.485
79.149
81.385
83.530
85.518
87.203
88.724
90.104
91.425
92.658
93.662
94.554
95.386
96.157
96.822
97.403
97.915
98.397
98.810
99.196
99.522
99.829
100.000

13.243
3.203
1.806
1.512

49.047
11.862
6.689
5.600

49.047
60.910
67.599
73.199

10.106
4.048
2.966
2.643

37.431

14.991

10.987
9.791

37.431
52.422
63.409
73.199

Extraction Method: Principal Component Analysis.
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Component Transformation Matrix

Component 1 2 3 4

1 .834 430 305 -.162
2 499 -.439 -.414 622
3 -.218 352 504 .758
4 .090 -.706 .694 -.108

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

APPENDIX B3.3 Factor Analysis for Organizational Variables

FACTOR

/ VARIABLES ORC1 ORC2 ORC3 ORC4 ORC5 ORC6 ORC8 ORCY9 ORC10 ORC11 OKB2 OKB4
OKB5 OKB6 0OIS2 OIS3 OIS5 OIS7 OIS8 OIS10 OIS11l 0OISl2 /MISSING LISTWISE

/ ANALYSIS ORC1 ORC2 ORC3 ORC4 ORC5 ORC6 ORC8 ORCY9 ORC10 ORC11 OKB2 OKB4

OKB5 OKB6 0IS2 0OIS3 OIS5 OIS7 0OIS8 OIS10 OISll OISs12

PRINT INITIAL KMO AIC EXTRACTION ROTATION

FORMAT SORT

CRITERIA MINEIGEN(1l) ITERATE (25 (

EXTRACTION PC

CRITERIA ITERATE (25 (

ROTATION VARIMAX

METHOD=CORRELATION.

N N NN

Factor Analysis

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. .882

Bartlett's Test of Approx. Chi-Square 1829.509

Sphericity df 231
Sig. .000
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Communalities

Rotated Component Matrix

Initial Extraction Component
‘ORC1 mybank very 1 2 3 4 5
dynamic and 1.000 696 CRCTT my cheTis warm
enterpreneurial place and caring(e.g.they seek
ORC2 the guethat holds to develop employees'full 820 258 273 08 103
my bank together is loyalty 1.000 814 potential and act as their
and tradition mentors and guides.
'ORC3 my bank is very ORC10 my chiefisa
personal place(eg.lt is s coordinator and coach. (e.
alot like an extended 000 788 g.they help employees 805 300 27 015 088
family meet the bank's goals
ORC4 the gluethat holds Z"::;‘EC“‘:S ’ .
my bank together is my chiefis a ris|
©emphasis on tasks and 1.000 689 taker(e.g.they encourage 712 394 040 o® 085
goal accomplishment employeos [0 tako sk
ORGS e guethat holds ! g
my bank together is ORES ::E gluimamuh‘js
commiment o innovation 1000 s Commiment 1o nnavaton
and development(e.g. and development(e.q 695 263 251 210 272
thera Is an emphasls on there is an emphasis on
Ze:;;gs!ws) pank being firs)
mybani ‘ORC4 the glue that holds
emphasizes and stabiity 1.000 662 Ty bank togethar 1
ORC8 my bank is very emphasis on tasks and 866 191 210 261 310
production-oriented (e.g. goal accomplishment
amajor concern is with 1.000 566 ORC6
getting the job done) emphasizes and stabilty 658 120 147 397 190
‘ORC9 my chief is a risk ‘ORC8 my bark is ve
taker(e.g.they encourage production-oriented (e.g.
employees to take risks 1.000 675 amajor concern is with 812 142 263 27 168
and be innovative. getting the job done)
ORC10 mychiefis a oIst0atmy bank all
coordinator and coach. (e. service-related
g.they help employees 1.000 822 information is available
meet the bank's goals online (e.g. 179 849 104 065 217
and objectives. catalog service,
ORC11 my chiefis warm “ESC';"“°"v“e‘a" "
and caring(e.g.they seek specification, price&etc)
to develop employees'full 1.000 81 g‘s‘ ! a“"‘y bank
potential and act as their locuments are 33 758 201 040 168
mentors and guides. mainained using
OKB2 mybank 0‘597 9 N Kg
knowledge base has a atmy bank our
knowledge infrastructure 1.000 686 systems can easily
consisting of structure. transmit,integrate and 231 721 200 254 330
9 process data from
SKBT dlﬂy b:nk N suppliers abd customers
nowledge base has a
1.000 829 0I88 atmy bank our
knowledge infrastructure systems allow continous
consisting of conversion monitoring of order status 330 710 283 23 236
‘OKBS5 mybank at various stage in the
knowledge base has a process.
knowledge infrastructure 1.000 840 OIST2atmy bank
consisting of application Gustomers can customize
OKB6 mybank their orders on line 307 683 178 063 147
knowledge base has a | without phone,fax face-to
knowledge infrastructure 000 806 face interactions.
consisting of protection OKB6 my bark
OS2 at my bank knowledge base has a © . ot . o
application developed by knowledge infrastructure
our own is staff using 1.000 730 consisting of protection
fourth generation EKB? ;nv h:'k .
languages nowledge base has & 325 182 775 094 302
0155 atmy bank nowidg nfasrcturo
microcomputers linked by 1.000 "7 consisting of application
o OKB4 my tark
i
0I5 at my bank data can ‘;:Zm:gg: s s 283 305 745 221 270
be shared easily among 1.000 770 consisting of conversion
various intemal systems poiy
017 at my bank our knowledge base has a
systems can easily Knawledge infrastructure 364 29 b8 47 097
transmit,integrate and 1.000 787 consisting of structure
process data from ORC2 the glue thathholds
suppliers abd customers my bank together is loyalty 149 099 BE 859 .080
IS8 at my bankour and tradition
systems allow continous ORC3 my bark s very
monitoring of order status 1.000 805 personal place(eg.It is
at various stage in the. alot like an extended 149 022 e 854 on
process
0IS10 at my bankall ORC1 my bark very
service-related dynamic and 282 .287 041 6% 223
information is available enterpreneurial place
online (e.g. 1.000 814 0185 atmy bank dai can
catalog,service, be shared easily among 241 230 -007 oe 806
description,detail various internal systems
specification,price&etc) 0183 atmy bank
0IS11 at my bank microcomputers linked by 109 247 255 075 758
documents are LANS.
maintained using 1.000 800 0I82 atmy bank
imaging technologies. application developed by
0IS12 at my bank our own is staff using 194 226 304 A0 731
‘customers can customize fourth generation
their orders on line 1.000 619 languages
without phone,fax,face-to Extraction Method: Principal Component Analysis.
face interactions. Rotation Method: Varimax with Kaiser Normalization.
Extraction Method: Principal Component Analysis. a.  Rotation converged in 6 terations.
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
o - . o - . o - .
Component Total % of Variance Cumulative % Total % of Variance Cumulative % Total % of Variance Cumulative %

10.689
1.831
1.479
1.382
1.098

.697
612
.581

9 .522

448

1 A7

.334

.290

.283

.264

.236

.207

190

176

117

21 .089

.058

0 N ks N

48.587
8.321
6.723
6.283
4.989
3.168
2.782
2.641
2.373
2.034
1.895
1.518
1.320
1.285
1.199
1.073

.943
.864
.801
.532
404
.262

48.587
56.908
63.632
69.915
74.904
78.072
80.854
83.495
85.869
87.903
89.799
91.316
92.636
93.922
95.120
96.193
97.136
98.000
98.801
99.334
99.738
100.000

10.689
1.831
1.479
1.382
1.098

48.587
8.321
6.723
6.283
4.989

48.587
56.908
63.632
69.915
74.904

4.515
3.726
3.144
2.585
2.509

20.524
16.935
14.290
11.749
11.406

20.524
37.459
51.749
63.498
74.904

Extraction Method: Principal Component Analysis.
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Component Transformation Matrix

Component 1 2 3 4 5

1 .578 499 .433 .318 .359
2 112 -.538 141 772 -.286
3 -.732 -.004 .405 .216 .503
4 -.109 .307 -776 470 267
5 .326 -.606 -.164 -.188 .682

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

APPENDIX B3.4: Factor Analysis for Customer Equity Drivers

FACTOR

/ VARIABLES VEQl VEQ7 VEQ9 VEQll VEQ12 BEQl BEQ2 BEQ3 BEQ4 BEQ5 BEQ6 BEQ7
BEQ8 BEQ9 REQ8 REQ9 REQ10 /MISSING LISTWISE /ANALYSIS VEQl VEQ7 VEQO
VEQ11l VEQ12 BEQl BEQ2 BEQ3 BEQ4 BEQ5 BEQ6 BEQ7 BEQS8 BEQ9 REQ8 REQ9 REQI0
PRINT INITIAL KMO AIC EXTRACTION ROTATION

FORMAT SORT

CRITERIA MINEIGEN (1) ITERATE (25 (

EXTRACTION PC

CRITERIA ITERATE (25 (

ROTATION VARIMAX

METHOD=CORRELATION.

Factor Analysis

NN N N N N .

KMO and Bartlett's Test

Kaiser-Meyer-(-)Ikin Measure of §ampling

Adequacy. 915

Bartlett's Test of Approx. Chi-Square 1886.817

Sphericity df 136
Sig. .000
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Rotated Component Matrix

nital Extraction mponent
BT 1
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neods and 1000 521 determine the appropriate s56 w08
requiremenis-pay creative approachihe righ
atontion to wht they message.communicated
know that they know in the right way
VEQ? my bank BECOmy bk messoes
' extont o which our
information system bankis aliraciing new 83 395
customers'value quality oo 7% customers
and convenience BEQ4my bank ensure
perceptions tratour communiations
VEQY my bank donot s Seviad 842 437
automatically assume 19m e customers o etum or tel
hatlow price is what othore
customers want BEon my bark
:ﬁ:‘c‘ m::“: :;‘“ ou determines the righ mix of
ustomers wt communications
service products o 1o i strategies (o effectively 834 358
outcomes will be valued reach the bank's current
VEQ12my bank found out and potential customers
from customers what BEQS my bank develops
service delivery fealures 100 7 communications
can add o the value of our strategies that build 827 399
offering emotional ties with our
BEQ1 my bank customers
determines the righ mix of BEQS my bank conducts
communications research to examine the
strategies to effectively 10w 82 extent 1o which ours.
reach the bank's current communications are 508 a1z
and potential customers watched
BEQ2 my bank ilzes roadlistendio,experionc
marketing research to ed:and acted upon by "'ek
determine the appropriate customer and by the ban
creative approach(the righ 1.000 8% BEQY my bank examine
message communicated our community
BEQ3 my bank measures work praciices mprove
the extent to which our 1om 2® where necessary
bank s attracting new BEa my ok
customers determines ou
BEQ4 my bank ensure customers perceptions of 732 ol
that our communications our bank's ethics
strategies effectively 1om . BEBmy bank develops
remind existing adata privacy policy fo our
customers (o return or tll organization communicat
eittoour 650 438
BEQS my bank devdops customers,employees
communications and stakeholders
stratogios that build 100 8@
emoional fies with our VEQ! my bank ask our
customers customers to articulate a
BEQS my bank cortucts complote st of their
research to examine the needs and 583 426
extentto which ours requromerts pay
communicaions are altention to what they
tched 1000 7% know that they know
read listenedio,experienc VEQamy bank do not
ed,and acted upon by the automatically assume 108 e
customer and by the bark that low price is what
BEQ7 my bank customers want
determines our VEQ!1 My bank found ot
customers perceptions of oo % from customers what a7 768
our banks efhics senice products or
BEQs my bank deveiops outcomes will be valued.
adata privacy policy for our VEQ12my bank found out
organization,communicat from customers what
b+ 1om 15 senice delivey fealures 379 766
customers,employess can addto the value of our
and stakeholders. offering
VEQ7 my bank
BEQS my bank examine ormation systam
our community customershalue quality 450 724
record,mvironmnetal 10w . R
record,and hiring and orseptons
work praciices .mprove Aoy bank iz
where necessary -
information gained from
RECB my bank the customer to build
determines whether our aloarming reationship 407 637
bank has a and to offer customized
distinctivebrand 100 52 benelits
personality'that may REQSmy bank befos
make it a candidate for engaging
community building knowledge-building
REQD my bank belore programs can be sure to
engaging in get customer consent and 436 592
Knowledge-building buyiin for iiizing
programs can be sure to customer information to
get customer consent and 100 541 customize the
buy-in for utlzing relationship
customer information to REQB my bank
customize the determines whether our
relationship bank has a
REQ10my bank wilize distinctive"brand 497 567
information gained from personaliy that may
the customer to build make it a candidate for
alearning relationship 1000 571 communily building
and to offer customized Extraction Method: Principal Component Analysis.
benefits Rotation Method: Varimax with Kaiser Normalization.
Extraction Melhod: Principal Component Analysis. 2 Romtionconvaged in3iterations

Total Variance Explained

traction Sums of Squared LoadingJRotation Sums of Squared Loadings
Total o of Variancgsumulative %4 Total o of VarianceCumulative %4

Initial Eigenvalues
5 of VarianceCumulative %

Componer] Total

11.117
1.073
.847
.639
.608
.498
421
.366
.338
313
194
.161
.128
.106
.076

65.396 65.396
6.313 71.709
4.984 76.693
3.761 80.455
3.574 84.029
2.930 86.959
2.475 89.435
2.153 91.588
1.990 93.578
1.843 95.420
1.141 96.561

.947 97.508
.752 98.260
.622 98.882
447 99.330
16 .067 .394 99.724
17 .047 .276 100.000

11.117 65.396 65.396 7.242 42.601 42.601
1.073 6.313 71.709 4.948 29.108 71.709

00 N O O~ WN

©

10
11
12
13
14
15

Extraction Method: Principal Component Analysis.
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Component Transformation Matrix

Component 1 2
1 .784 .621
2 -.621 .784

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

APPENDIX B4:Reliability and Descriptive Statistics
DATASET NAME DataSetl WINDOW=FRONT.
RELIABILITY Information System Quality

/  VARIABLES=SQ1l SQ2 INQ1 INQ2 INQ3 INQ4 INQ5 INQ6 INQS8
/ SCALE ('ALL VARIABLES') ALL/MODEL=ALPHA.

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 111 88.8
Excluded 14 11.2 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of Items
variables in the procedure. .951 9

RELIABILITY: Marketing Orientation
/  VARIABLES=SSQ7 MROl1l MRO2 MRO3 MRO4 MRO5 MRO6
/ SCALE ('ALL VARIABLES') ALL/MODEL=ALPHA.

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N % Reliability Statistics
Cases Valid 109 87.2
Excluded 2 16 12.8 Cronbach's
Total 125 100.0 Alpha N of ltems
a. Listwise deletion based on all
variables in the procedure. -924 7

RELIABILITY: Support Service Quality
/  VARIABLES=SSQ3 SSQ5 SSQ6
/ SCALE('ALL VARIABLES') ALL/MODEL=ALPHA.

Reliability
Scale: ALL VARIABLES
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Case Processing Summary

N Yo L P
Cases — Vald 5 %0 Reliability Statistics
Excluded 2 10 8.0 '
Cronbach's
Total 125 100.0
— - Alpha N of Items
a. Listwise deletion based on all 755 3
variables in the procedure. :

RELIABILITY: Stakeholders Competencies

/ VARIABLES=SCOl SCO2 SCO3 SC0O4 SCO5 SCO6 SCO7 SCO8 SC0O9 SC010 sSCOll Scolz2
SCO13 SCO014 SCOl15
/ SCALE('ALL VARIABLES') ALL/MODEL=ALPHA.
Case Processing Summary
N % Reliability Statistics
Cases Valid 111 88.8
Excluded 2 14 11.2 Cronbach's
Total 125 100.0 Alpha N Of |temS
a. Listwise deletion based on all
variables in the procedure. -966 15

RELIABILITY: Organizational Competencies
/  VARIABLES=0CO5 0OCO6 OCO7 OCO8 0OCO9

/ SCALE('ALL VARIABLES') ALL/MODEL=ALPHA.
Case Processing Summary
N %
Cases Valid 114 91.2 . -
Excluded a 11 8.8 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of ltems
variables in the procedure. .928 5
RELIABILITY: Personality Competencies
/  VARIABLES=PCO2 PCO3 PCO4 PCO5
/ SCALE('ALL VARIABLES') ALL/MODEL=ALPHA.
Case Processing Summary
N %o
Cases Valid 114 91.2 o .
Excluded? 1 8.8 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of ltems
variables in the procedure. .783 4

RELIABILITY: Personality Competencies Barriers

/ VARIABLES=PCO6 PCO7 PCO9
/ SCALE('ALL VARIABLES') ALL/MODEL=ALPHA.
Case Processing Summary
N 0/0
Cases  Valid 113 90.4
Excluded? 12 9.6 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of Items
variables in the procedure. 874 3

RELIABILITY: Organizational Orientation
/  VARIABLES=0CO1l 0OCO2 0OCO3

/ SCALE ('ALL VARIABLES') ALL/MODEL=ALPHA.
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Case Processing Summary

N %
Cases  Valid 115 92.0
Excluded? 10 8.0
Total 125 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.906

3

RELIABILITY: Organizational IS Sophistication

/  VARIABLES=0IS6 OIS7 0IS8 OIS9 0OIS10 OIS1l OIS12
/ SCALE('ALL VARIABLES') ALL/MODEL=ALPHA.

Case Processing Summary

N %
Cases  Valid 113 90.4
Excluded? 12 9.6 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of ltems
variables in the procedure. .924 7

RELIABILITY: Organizational Knowledge Based
/ VARIABLES=0KB1 OKB2 OKB3 OKB4 OKB5 OKB6
ALL/MODEL=ALPHA.

/ SCALE('ALL VARIABLES')

Case Processing Summary

N %o
Cases Valid 114 91.2 - -
Excluded? 1 88 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of ltems
variables in the procedure. .930 6

RELIABILITY: Organizational Culture
/ VARIABLES=ORC4 ORC8 ORC9 ORC10 ORC11
ALL/MODEL=ALPHA.

/ SCALE('ALL VARIABLES')

Case Processing Summary

N %
Cases  Valid 116 92.8
Excluded? 9 7.2 Reliability Statistics
Total 125 1000 Cronbach's
a. Listwise deletion based on all Alpha N of ltems
variables in the procedure. 898 5

RELIABILITY: Organizational IS Network
/  VARIABLES=0IS2 0IS3 0IS5
/ SCALE ('ALL VARIABLES')

Case Processing Summary

ALL/MODEL=ALPHA.

N %
Cases Valid 114 91.2 - -
Excluded? " 8.8 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of Items
variables in the procedure. 812 3

RELIABILITY: Brand Retention Equity

/  VARIABLES=BEQl BEQ2 BEQ3 BEQ4 BEQS5 BEQ6 BEQ7 BEQ9 REQ5 REQ6 REQ7

/ SCALE ('ALL VARIABLES')

ALL/MODEL=ALPHA.
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Case Processing Summary

N %
Cases  Valid 111 88.8 I .
Excluded® 14 112 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of Items
variables in the procedure. 971 11

RELIABILITY: Value Retention Equity

/  VARIABLES=VEQ7 VEQ9 VEQll VEQl2 REQ9

/ SCALE ('ALL VARIABLES') ALL/MODEL

Case Processing Summary

=ALPHA.

N %
Cases  Valid 112 89.6
Excluded? 13 10.4 Reliability Statistics
Total 125 100.0 Cronbach's
a. Listwise deletion based on all Alpha N of Items
variables in the procedure. .875 5

DATASET NAME DataSetl WINDOW=FRONT.

DESCRIPTIVES Statistic for Marketing Informat
VARIABLES=W1 W2 W3

/ STATISTICS=MEAN STDDEV MIN MAX.

ion System

Descriptive
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
W1 Information System
Quality 118 1.33 5.00 3.9198 79363
W2 Marketing Orientation
Support Quality 118 1.86 5.00 3.7285 .80820
W3 Support Service
Quality 118 1.33 5.00 3.6130 .80209
Valid N (listwise) 118
DESCRIPTIVES Statistic for Competencies Based
VARIABLES=X1 X2 X3 X4 X5
/ STATISTICS=MEAN STDDEV MIN MAX.
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
X1 Stakeholder
Competencies 117 1.13 5.00 3.5340 71010
X2 Organizational
Competencies 117 1.20 5.00 3.7611 .88574
X3 Personality
Competencies 118 2.00 5.00 3.7761 7479
X4 Personality
Competencies Barriers 118 1.00 500 3.4379 1.00327
X5 Organizational
Orientation 117 1.67 5.00 3.8846 76891
Valid N (listwise) 116
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DESCRIPTIVES Statistic for Organizational Variables
VARIABLES=Y1 Y2 Y3 Y4
/ STATISTICS=MEAN STDDEV MIN MAX.

Descriptive Statistics

N Minimum | Maximum Mean _ |Std. Deviation
Y1 Organizational IS
Sophistication 117 1.86 5.00 3.6526 .78352
Y2 Organizational
Knowledge Based 118 1.00 5.00 3.7665 .74959
Y3 Organizational Cultur: 118 1.20 5.00 3.7678 .78008
Y4 OrganizationallS
Network 117 1.33 5.00 3.7578 79344
Valid N (listwise) 117

DESCRIPTIVES Statistic for Customer Equity Drivers

VARIABLES=Z1 Z2

/ STATISTICS=MEAN STDDEV MIN MAX.

Descriptive Statistics

N Minimum | Maximum Mean |[Std. Deviation
Z1 Brand Retention Equ 118 1.50 5.00 3.6122 .83717
Z2 Value Retention Equi 117 2.00 5.00 3.5165 72476
Valid N (listwise) 117

Appendix BS: Pearson's Correlations between All the Variables
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Correlatiodls

Prganizat Prganizat

nformation|Marketing | Support ptakeholdery onal PersonalityPersonality onal IS JrganizationgrganizationPrganizatid Value

System rientation| Service fompetenciCompetefompeten¢ompetenci@rganizatiofSophisticKnowledge Environmen{ nal IS | Brand [Retention|

RQuality W1 W2  Duality W3 s X1 ncies X2| ies X3} Barriers X4l Culture Yiation Y2| Based Y3 Y4 etwork Y&Equity Z1|Equity Z2

Information Systen Pearson Corre 1 .663* 503* .483* 555* 512 -.335* 571* .626* 548" 301" 469 634" 514*
Quality W1 Sig. (2-tailed) .000 .000 .000 | .000 .000 .000 .000 | .000 .000 .001 .000 .000 .000

Marketing Orientati Pearson Correl 663" 1 .613* .531* 537" .563* -175 529 .642* 482* .409* .484* 672" .635*
Sig. (2-tailed) .000 .000 .000 .000 .000 .063 .000 .000 .000 .000 .000 .000 .000

Support Service Qi Pearson Correl .503* .613* 1 .615* 586" .538* -177 619*  .563" AT4* .354% 400" 662" .605*
W3 Sig. (2-tailed) .000 .000 .000 .000 .000 .060 .000 .000 .000 .000 .000 .000 .000

Stakeholders Pearson Corre 483" .531* .615* 1 .624* .400* -.2057 736 .688* .573* 4207 497 .728* 6687
Competencies X1 Sjg. (2-tailed) .000 .000 .000 .000 .000 .028 .000 .000 .000 .000 .000 .000 .000

Organizational Pearson Corre .555* 537" 586" .624* 1 469 -.306* .604*] .559* 462* .283* .357* .559* .453*
Competencies X2 Sjg. (2-tailed) .000 000 000 .000 .000 001 000 | .000 .000 .002 .000 | .000 .000

Personality Pearson Corre 512* .563* .538* .400%|  .469* 1 -279* 438 480" .385" .357* .309%| 573" 407"
Competencies X3 sig, (2-tailed) .000 .000 000 000 | .000 003 000 | .000 .000 .000 .001 .000 .000
Personality Pearson Corre -.335% -175 177 -.205*| -.306* -.279* 1 -.253*| -.165 -210" -134 -043 | -2477 -110
Competencies Bari sig, (2-tailed) .000 063 1060 028 | 001 003 007 | .079 025 156 653 | .008 246

Organizational Culi Pearson Corre 571* .529* .619* .736% 604" 438" -.253* 1 667 .643* 526" .540*  .793" .694*
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .007 .000 .000 .000 .000 .000 .000

Organizational IS Pearson Correl .626* 642 563" .688" .559* .480* -.165 .667* 1 .624* 4427 837 .794* 730"
Sophistication Y2 gjg. (2-tailed) .000 .000 .000 .000 | .000 .000 079 .000 .000 .000 .000 | .000 .000

Organizational Pearson Corre .548* 482 474 573 .462* .385* -.2107 643  .624* 1 4787 558  .650* 6057
Knowledge Based Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .025 .000 .000 .000 .000 .000 .000

Organizational Pearson Corre .301* 409 .354* .420*| .283* .357* -.134 526*| .442* 478* 1 .386*| .560* .535*
Environment Y4 sjg. (2-tailed) .001 .000 .000 .000 | .002 .000 156 .000 | .000 .000 .000 | .000 .000

Organizational IS N Pearson Correl 469 .484* .400* 497*  .357* .309* -.043 .540*] .637* .558* .386* 1 .568* .569*
Y5 Sig. (2-tailed) .000 .000 .000 .000 .000 .001 .653 .000 .000 .000 .000 .000 .000

Brand Equity Z1 Pearson Corre 634" .672* .662* .723*  .559* 573* -.247* 793 .794* .650* .560* .568* 1 .820*
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .008 .000 .000 .000 .000 .000 .000
Value Retention Ec Pearson Corre 514* .635* 605* .668*|  .453* 407* -110 694* 730" .605* .535% .569*| .820* 1

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .246 .000 .000 .000 .000 .000 .000

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

*.Correlation is significant at the 0.05 level (2-tailed).

a.Listwise N=114

Appendix B6a REGRESSION: Test For Marketing Information System and Brand Retention Equity

/ DESCRIPTIVES MEAN STDDEV CORR SIG N
/ MISSING LISTWISE
/ STATISTICS COEFF OUTS CI BCOV R ANOVA COLLIN TOL CHANGE
/ CRITERIA=PIN(.05) POUT (.10
/  NOORIGIN
/ DEPENDENT Z1
/ METHOD=ENTER Wl W2 W3
/ RESIDUALS DURBIN
/ CASEWISE PLOT (ZRESID) OUTLIERS(3. (
Model Summary’
Change Statistics
Adjusted Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate Change F Change df1 df2 Sig. F Change Watson
1 7672 .589 .578 .56205 .589 53.941 3 113 .000 1.837
a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1, Marketing Orientation W2
b. Dependent Variable: Brand Equity Z1
ANOVA P°
Sum of
Model Squares df Mean Square F Sig.
1 Regression 51.120 3 17.040 53.941 .0002
Residual 35.697 113 316
Total 86.818 116

a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1,

Marketing Orientation W2

b. Dependent Variable: Brand Equity Z1
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Coefficients?

Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Collinearity Statistics

Model B Std. Error Beta t Sig. Lower Bound Upper Bound Tolerance VIF
1 (Constant) .020 289 .069 945 -.5563 593

Information System

Quality W1 .305 .089 280 3.431 .001 129 481 546 1.833

Marketing Orientation W2 .283 .095 267 2.987 .003 .095 470 455 2.196

Sipport Service Qually a72 082 353 4.559 000 210 533 607 1.648

a. Dependent Variable: Brand Equity Z1

Appendix B6b REGRESSION: Test For Marketing Information System and Value Retention Equity

Model Summary

Change Statistics

Adjusted | Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate | Change | F Change dft d2 Sig. F Change Watson
1 6902 476 462 52167 476 33.937 3 112 .000 2.094
a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1, Marketing Orientation W2
b. Dependent Variable: Value Retention Equity Z2
ANOVA °
Sum of
Model Squares df Mean Square F Sig.
1 Regression 27.707 3 9.236 33.937 .0002
Residual 30.479 112 272
Total 58.186 115
a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1,
Marketing Orientation W2
b.  Dependent Variable: Value Retention Equity Z2
Coefficients?
Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Collinearity Statistics

Model B Std. Error Beta 1 Sig. Lower Bound | Upper Bound | Tolerance VIF
1 (Constant) 964 269 3.589 .000 432 1.496

Information System

Quality W1 103 .083 116 1.251 214 -.060 267 545 1.833

Marketing Orientation W2 310 088 358 3531 .001 136 484 456 2.195

a,“ap port Service Quality 276 076 320 3642 000 126 426 607 1647

a. Dependent Variable: Value Retention Equity Z2

Appendix B7a REGRESSION: Test For Marketing Information System and Stakeholders Competencies
Model Summary’

Change Statistics

Adjusted | Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate | Change [ F Change df1 df2 Sig. F Change Watson
1 .6512 424 .408 .54810 424 27.445 3 112 .000 2173

a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1, Marketing Orientation W2
b. Dependent Variable: Stakeholders Competencies X1
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ANOVAP

Sum of
Model Squares df Mean Square F Sig.
1 Regression 24.735 3 8.245 27.445 .0002
Residual 33.646 112 .300
Total 58.381 115

a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1,
Marketing Orientation W2

b. Dependent Variable: Stakeholders Competencies X1

Coefficientd

Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for B Collinearity Statistics

Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Tolerance VIF
1 (Constant) 1.122 .283 3.967 .000 .562 1.682

Information System

Quality W1 148 .087 .165 1.705 .091 -.024 .320 .546 1.830

Marketing Orientation 133 .092 153 1.442 152 -.050 .316 456 2192

%‘Sppm Sewvice Qualityf - 47, .080 432 | 4695 000 216 531 608 | 1.645

a. Dependent Variable: Stakeholders Competencies X1

Appendix B7b REGRESSION: Test For Marketing Information System and Organizational Competencies

Model Summary®

Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change df1 df2 Sig. F Change Watson
1 6592 434 419 .70866 434 28.632 3 112 .000 1.961
a. Predictors: (Constant), Support Service Quality W3, Information System Quality W 1, Marketing Orientation W2
b. Dependent Variable: Organizational Competencies X2
ANOVA ®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 43.137 3 14.379 28.632 .0002
Residual 56.246 112 .502
Total 99.383 115
a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1,
Marketing Orientation W2
b. Dependent Variable: Organizational Competencies X2
Coefficients
Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound | Upper Bound | Tolerance VIF
1 (Constant) .408 .365 1.119 .265 -.314 1.131
Information System
Quality W1 .340 112 .292 3.030 .003 118 .562 .545 1.836
Marketing Orientation W2 134 119 119 1.125 .263 -.102 .371 .455 2.196
f\;’?"’p"” Service Qualty 407 103 361 3.953 .000 203 610 606 1.649

a. Dependent Variable: Organizational Competencies X2
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Appendix B7c REGRESSION: Test For Marketing Information System and Personality Competencies

Model Summary®

Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change df1 df2 Sig. F Change Watson
1 6272 .393 377 59171 .393 24.434 3 113 .000 2.095

a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1, Marketing Orientation W2
b. Dependent Variable: Personality Competencies X3

ANOVA P
Sum of
Model Squares df Mean Square F Sig.
1 Regression 25664 3 8.555 24434 .0002
Residual 39.563 113 .350
Total 65.228 116
a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1,

Marketing Orientation W2
b. Dependent Variable: Personality Competencies X3

Coefficients?
Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B | Collinearity Statistics

Model B Std. Error Beta t Sig. Lower Bound | Upper Bound | Tolerance VIF
1 (Constant) 1.259 .305 4.134 .000 .656 1.862

Information System

Quality W1 .186 .094 197 1.987 .049 .001 371 546 1.833

Marketing Orientation W2 .239 .100 .261 2.400 .018 .042 .437 .455 2.196

S rt Servi lit

warer senviee Qualty 251 086 276 2.930 004 .081 421 607 1.648

a. Dependent Variable: Personality Competencies X3

Appendix B7d REGRESSION: Test For Marketing Information System and Personality Competencies Barriers

Model Summary’

Change Statistics
Adjusted | Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate | Change | F Change dft d2 Sig. F Change Watson
1 3442 119 .095 195513 119 5.069 3 113 .002 2.014

a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1, Marketing Orientation W2
b. Dependent Variable: Personality Competencies Barriers X4

ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 13.872 3 4.624 5.069 .002
Residual 103.086 13 912
Total 116.958 116

a. Predictors: (Constant), Support Service Quality W3, Information System Quality W1,
Marketing Orientation W2

b. Dependent Variable: Personality Competencies Barriers X4

Coefficients 2

Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Collinearity Statistics

Model B Std. Error Beta t Sig. Lower Bound Upper Bound Tolerance VIF
1 (Constant) 4218 492 8582 .000 3245 5.192

Information System

Quality Wi -475 151 -.376 -3.147 .002 -775 -176 .546 1833

Marketing Orientation W2 132 161 107 .820 414 -187 .451 .455 2.196

. i
Sipport Service Qualty -075 139 -062 -544 587 -350 199 607 1648

a. Dependent Variable: Personalty Competencies Barriers X4
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Appendix B7e REGRESSION: Test For Marketing Information System and Organizational Orientation

Model Summary®

Change Statistics

Adjusted Std. Error of | R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft df2 Sig. F Change Watson
1 6562 431 416 58778 431 28.503 3 113 .000 2.098
a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality
b. Dependent Variable: X5 Organizational Orientation
ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 29.542 3 9.847 28.503 .0002
Residual 39.039 113 .345
Total 68.581 116
a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,
W2 Marketing Crientation Support Quality
b. Dependent Variable: X5 Organizational Orientation
Coefficienty
Unstandardized [Standardized
Coefficients Coefficients p% Confidence Interval for Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. __ Lower BoundUpper Bound|Zero-order| Partial Part _|Tolerance| VIF
1 (Constant) 1177 .309 3.803 .000 .564 1.790
gJa'”rg‘”mam” Systerl 555 | 093 230 | 2370| 020 036 407 555 | 218| e8| 537 | 1862
W2 Marketing Orientaf
Support Quality .378 .096 .399 3.937 .000 .188 .568 .620 .347 279 490 2.041
gfj‘t‘;pp‘m Service 19| 082 25| 1455 | 149 -.043 281 449 |  136| 103|685 | 1.460
a.Dependent Variable: X5 Organizational Orientation
Appendix B8a REGRESSION: Test For Competencies Based and Brand Retention Equity
Model Summary ®
Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft df2 Sig. F Change Watson
1 7962 .634 618 52042 .634 38.136 5 110 .000 1.692

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies

b. Dependent Variable: Z1 Brand Retention Equity

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 51.642 5 10.328 38.136 .000%
Residual 29.792 110 271
Total 81.434 115

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies

b. Dependent Variable: Z1 Brand Retention Equity
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Coefficientd

Unstandardized [Standardized
Coefficients Coefficients 5% Confidence Interval for Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. _ [Lower Bound|Upper Bound|Zero-order| Partial Part |Tolerance| VIF
1 (Constant) -.390 309 -1.262 210 -1.002 222
X1 Stakeholder
Competencies .612 .090 516 6.765 .000 433 792 723 542 .390 571 1.752
X2 Organizational
Compstencies -.021 079 -.022 -.266 791 -177 136 550 -.025 -.015 478 2.094
X3 Personality
Competencies .255 079 229 3.225 .002 .098 412 552 294 186 .663 1.509
X4 Personality
Competencies Barrid -.020 .053 -.024 -.376 .708 -.126 .086 .240 -.036 -.022 .821 1.218
X5 Organizational
Orientation 262 094 241 2.783 .006 .076 449 633 .256 161 444 2252
a.Dependent Variable: Z1 Brand Retention Equity
Appendix B8b REGRESSION: Test For Competencies Based and Value Retention Equity
Model Summary®
Change Statistics
Adjusted Std. Error of | R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft d2 Sig. F Change Watson
1 6782 459 435 54500 459 18.523 5 109 .000 1.726
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Dependent Variable: Z2 Value Retention Equity
ANOVA
Sum of
Model Squares df Mean Square F Sig.
1 Regression 27.509 5 5.502 18.523 .0002
Residual 32375 109 297
Total 59.884 114
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Dependent Variable: Z2 Value Retention Equity
Coefficientd
Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for § Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Zero-order | Partial Part Tolerance VIF
1 (Constant) .848 324 2.617 .010 .206 1.490
X1 Stakeholder 550 095 541 | 5803 000 362 738 641 486 409 570 | 1.753
Competencies ) . i ) . ) : . ) i ) :
X2 Organizational
Competencies -.062 .083 -.077 -.751 .454 -.226 102 418 -.072 -.053 A77 2.095
X3 Personality
Competencies 129 .084 134 1.534 128 -.038 .295 402 145 .108 .651 1.536
X4 Personality
Competencies Barrier] -.083 .056 -115 -1.471 144 -.194 .029 .099 -.140 -.104 .816 1.226
X5 Organizational
Orientation 196 101 .208 1.942 .055 -.004 .395 491 183 137 431 2.322

a. Dependent Variable: Z2 Value Retention Equity
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Appendix B9.1a Mediating Stakeholders Competencies and Brand R Equity

Model Summary ¢

Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change df1 df2 Sig. F Change Watson
1 7582 .574 .563 55523 574 50.834 3 113 .000
2 8220 .675 .663 .48740 101 34.637 1 112 .000 1.663
a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality
b. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality, X1 Stakeholder
Competencies
C. Dependent Variable: Z1 Brand Retention Equity
ANOVA ©
Sum of
Model Squares df Mean Square F Sig.
1 Regression 47.013 3 15.671 50.834 .000%
Residual 34.835 13 .308
Total 81.848 116
2 Regression 55.241 4 13.810 58.133 .000°
Residual 26.607 112 238
Total 81.848 116
a.  Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,
W2 Marketing Orientation Support Quality
b.  Predictors: (Constant), W3 Support Service Quality, W1 Information System Qualty,
W2 Marketing Orientation Support Quality, X1 Stakeholder Competercies
C.  Dependert Variable: Z1 Brand Retertion Equity
Coefficients?
Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound Upper Bound | Zero-order Partial Part Tolerance VIF
1 (Constant) .089 293 302 763 -.492 669
VQVJa'"':;mma"Dn System 302 088 286 3.420 001 127 477 643 306 210 538 1.859
W2 Marketing Orientation
Support Quality .366 091 353 4.036 .000 186 546 682 355 248 492 2.034
Vavfjtl;ppm Service 268 077 257 3.463 001 115 422 582 310 213 686 1.457
2 (Constant) -.405 271 -1.498 137 -.941 131
gJa'“rt';,mma""” System 231 078 219 2.950 004 076 386 643 268 159 525 1.903
W2 Marketing Orientation
Support Quality .257 .082 248 3.137 .002 .095 419 682 284 169 466 2.146
gfaﬁg‘,pp"" Service an 073 106 1522 131 -.034 256 582 142 082 595 1.681
X1 Stakeholder
Competencies 495 .084 418 5.885 .000 328 661 725 486 317 575 1.739
a. Dependent Variable: Z1 Brand Retention Equity
Appendix B9.1b Mediating Stakeholders Competencies and Value R Equity
Model Summary®
Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft df2 Sig. F Change Watson
1 6972 485 472 52791 485 35.226 3 112 .000
2 7420 .551 .534 49555 .065 16.102 1 111 .000 2.005

a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality

b. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality, X1 Stakeholder
Competencies

C. Dependent Variable: Z2 Value Retention Equity

ANOVA ¢
Sum of
Model Squares df Mean Square F Sig.
1 Regression 29.451 3 9.817 35.226 .0002
Residual 31.213 12 279
Total 60.663 115
2 Regression 33.405 4 8.351 34.007 .000°
Residual 27.258 111 .246
Total 60.663 115

a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,

b. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,

W2 Marketing Orientation Support Quality

W2 Marketing Orientation Support Quality, X1 Stakeholder Competencies
C. Dependent Variable: Z2 Value Retention Equity
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Coefficients?

Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Correlations [of
Model B Std. Error Beta t Sig. Lower Bound | Upper Bound | Zero-order Partial Part Tolerance VIF
1 (Constant) 799 279 2.867 .005 247 1.351
Vovja"?(fy‘"mam" System 107 084 118 1.272 206 -.060 273 522 119 086 537 1.862
W2 Marketing Orientation
Support Quality .344 .086 .385 3.978 .000 173 515 .632 .352 .270 .490 2.039
VOVSa‘Si(L;ppcn Service 282 074 313 3.827 .000 136 428 576 340 259 686 1.457
2 (Constant) .457 .275 1.660 .100 -.088 1.002
VQVJa"Rfymmam" System 058 080 064 729 468 -100 216 522 069 046 525 1.906
W2 Marketing Orientation
Support Quality .267 .083 .300 3.209 .002 102 .432 .632 .291 .204 .465 2.151
‘gfaﬁ‘“yppm Service 173 074 192 2.330 022 026 320 576 216 148 595 1.682
X1 Stakeholder
Competencies .343 .085 .337 4.013 .000 174 512 .644 .356 .255 575 1.740
a. Dependent Variable: Z2 Value Retention Equity
Appendix B9.2 Mediating Personality Competencies and Value R Equity
Model Summary®
Change Statistics
Adjusted Std. Error of | R Square Durbin-
Model R R Square R Square | the Estimate Change F Change df1 df2 Sig. F Change Watson
1 7532 .568 .556 55774 .568 49.867 3 114 .000
2 .760P .578 .563 .55328 .011 2.845 1 113 .094 1.896
a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality
b. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality, X3 Personality
Competencies
C. Dependent Variable: Z1 Brand Retention Equity
ANOVA ¢
Sum of
Model Squares df Mean Square F Sig.
1 Regression 46.537 3 15.512 49.867 .0002
Residual 35.462 114 311
Total 82.000 117
2 Regression 47.408 4 11.852 38.717 .000°
Residual 34.592 113 306
Total 82.000 117
a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,
W2 Marketing Orientation Support Quality
b. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,
W2 Marketing Orientation Support Quality, X3 Personality Competencies
C. Dependent Variable: Z1 Brand Retention Equity
Coefficientd
Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for B Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Zero-order | Partial Part Tolerance VIF
1 (Constant) 119 294 .406 .685 -.462 .701
gJaIIri\tfyormanon System .304 .089 288 3.427 .001 128 .479 641 .306 21 .538 1.860
W2 Marketing Orientatior
Support Quality .363 .091 .351 3.989 .000 183 544 679 .350 .246 490 2.039
g: aﬁtt;ppoﬁ Service 262 078 251 | 3376 001 108 416 577 302 208 685 | 1460
2 (Constant) -.066 311 211 .834 -.682 .551
gJaIIri\tfyormat|on System .283 .089 268 3.191 .002 107 .459 641 .288 195 .528 1.896
W2 Marketing Orientatior
Support Quality .308 .096 297 3.196 .002 117 .498 679 .288 195 432 2313
g: aﬁtt;ppoﬁ Service 238 078 228 |  3.036 003 083 393 577 275 185 662 | 1511
X3 Personality
Competencies 149 .088 133 1.687 .094 -.026 .323 .550 157 103 .602 1.660

a. Dependent Variable: Z1 Brand Retention Equity

Appendix B9.3 Mediating Organizational Orientation and Brand R Equity

Model Summary®

Change Statistics

Adjusted Std. Error of | R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft df2 Sig. F Change Watson
1 7542 569 557 55789 569 49.713 3 1138 .000
2 777° 604 590 .53678 .036 10.063 1 112 .002 1.882

a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality

b. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality, W2 Marketing Orientation Support Quality, X5 Organizational

Orientation

C. Dependent Variable: Z1 Brand Retention Equity
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ANOVA °©

Sum of
Model Squares df Mean Sguare F ﬂq.
1 Regression 46.419 3 15.473 49.713 L0007
Residual 35.171 113 311
Total 81.590 116
2 Regression 49.318 4 12.330 42.791 .000°
Residual 32.271 112 288
Total 81.590 116
a. Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,
W2 Marketing Orientation Support Quality
b.  Predictors: (Constant), W3 Support Service Quality, W1 Information System Quality,
W2 Marketing Orientation Support Quality, X5 Organizational Orientation
C. Dependent Variable: Z1 Brand Retention Equity
Coefficient8
Unstandardized Standardized
Coefficients Coefficients P5% Confidence Interval for H Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Zero-order | Partial Part Tolerance VIF
1 (Constant) 120 294 410 .683 -.461 702
g]a'”r:;"rma“"" System 300 089 284 | 3375 001 124 475 640 303 208 537 | 1.862
W2 Marketing Orientatio
Support Quality .366 .091 .354 4.017 .000 186 547 .680 .353 .248 490 2.041
‘gfj{;”pm Service 262 078 252 | 3376 001 108 416 578 303 209 685 | 1.460
2 (Constant) -.200 .300 -.667 .506 -.795 394
VQVJ allﬂ;mma“‘m System 239 087 227 | 2734 007 066 412 640 250 162 512 | 1955
W2 Marketing Orientatio
Support Quality .263 .094 .255 2.813 .006 .078 449 .680 257 167 431 2.321
‘gfj{;”pm Service 230 075 221 | 3046 003 080 379 578 277 181 672 | 1487
X5 Organizational
Orientation 273 .086 .250 3.172 .002 102 443 .633 287 189 .569 1.757
2. Dependent Variable: Z1 Brand Retention Equity
Appendix B10a: Moderating Organizational IS Sophistication and Brand R Equity
Model Summary?
Change Statistics
Adjusted Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate Change F Change df1 df2 Sig. F Change Watson
1 .7962 .634 .618 .52042 .634 38.136 5 110 .000
2 .852b 727 712 45193 .092 36.866 1 109 .000
3 .874¢ .764 .739 .42983 .037 3.299 5 104 .008 1.820

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies

b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizational IS Sophistication

C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizational IS Sophistication, X4Y1 PER COM B* ORG IS SOPH, X2Y1 ORG COM*
ORG IS SOPH, X3Y1 PER COM* ORG IS SOPH, X1Y1 STAK COM* ORG IS SOPH, X5Y1 ORG ORI* ORG IS SOPH

d. Dependent Variable: Z1 Brand Retention Equity

ANOVA ¢
Sum of
Model Squares df Mean Square F Sig.
1 Regression 51.642 5 10.328 38.136 0002
Residual 29.792 110 271
Total 81434 115
2 Regression 59.172 6 9.862 48.286 .000P°
Residual 22.262 109 204
Total 81434 115
3 Regression 62.219 11 5.656 30.614 .000°
Residual 19.215 104 185
Total 81.434 115
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizational IS
Sophistication
C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizational IS
Sophistication, X4Y1 PER COM B* ORG IS SOPH, X2Y1 ORG COM* ORG IS SOPH,
X3Y1 PER COM* ORG IS SOPH, X1Y1 STAK COM* ORG IS SOPH, X5Y1 ORG ORI*
ORG IS SOPH
d. Dependent Variable: Z1 Brand Retention Equity
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Coefficientd
Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for Correlations Collinearity Statistics

Model B Std. Error Beta t Sig. _|Lower Bound |Upper Bound|Zero-order | Partial Part _|Tolerance VIF

T {Constan) -390 300 1262 210 1.002 222
élnfg::g'gf 612 090 516 | 6.765 000 433 792 723 542 390 571 | 1.752
éiggi?:r'fclagf nal -021 079 022 | -266 791 -177 136 550 | -025| -015 478 | 2.004
éinf;;fg:;'g‘s’ 255 079 229 | 3.225 002 098 412 552 294 186 663 | 1.509
é“o:ggg:;'g Bariel 020 053 024 | -376 708 -126 086 240 |  -036| -022 821 | 1218
X izational
O?i ;ﬁg'ﬂza"" na 262 094 241 | 2783 .006 076 449 633 256 161 444 | 2252

2 (Constant) ~550 270 2.040 044 1.084 016
X1 Stakeholder
Competencies 346 090 201 | 3.839 000 167 524 723 345 192 435 | 2.299
éiggi?:r'fclagf nal -040 069 042 | -581 562 -176 096 550 |  -056 | -.029 477 | 2.0908
X3 P i
cim,fﬁggi 2;' 169 070 151 | 2403 018 030 307 552 224 120 635 | 1574
éﬁg;;fg:;'g‘s’ Bamie| 009 047 010 185 853 -.084 101 240 018 009 813 | 1.230
éfi ;ﬁg'ﬂzanona' 172 083 157 | 2.060 042 007 337 633 194 103 430 | 2327
;l;?gﬁ:;;tf"a' S 480 079 449 | 6072 000 323 637 788 503 304 459 | 2.178

3 (Constant) 3119 | 1063 2.935 004 5.226 4011
éli&ﬁi:g’g:r 1.033 332 872 | 3.111 002 375 1.692 723 292 148 029 | 34587
éiggi?:r'fcia;fna' -398 309 421 | -1.287 201 1.011 215 550 | -125| -061 021 | 47.002
éigg:gg;'g‘s’ -286 301 -256 | -.950 344 -882 311 552 |  -003| -045 031 | 31.992
é‘;nf;;fg:;'g‘s’ Barie] 255 252 304 | 1.013 313 -245 756 240 099 048 025 | 39.824
éfi ;ﬁig'ﬂzamna' 781 355 717 | 2.198 030 076 1.485 633 211 105 021 | 46.838
;l;;gfi‘c”;gtr'f"a' S 285 323 1201 | 3.978 .000 644 1925 788 363 189 025 | 40209
I’ggég;AK COM™Ol g9 089 1147 | -2.242 027 -375 -023 797 | -215|  -107 009 | 115.321
IxszgégﬁG COM™OR  ngq 08 561 | 1102 273 -072 251 738 107 053 009 | 114.111
IXSB;JDE’ER COM™OR 35 082 753 | 1.600 113 -031 203 776 155 076 010 | 97.680
é‘;\g IzEs%ggM B -072 061 428 | -1.167 246 -193 050 543 |  -114| -056 017 | 59311
IxssgégﬁG ORIORY _i73 096 1.042 | -1.795 076 -364 018 786 | -173| -086 007 | 148.498

a.Dependent Variable: Z1 Brand Retention Equity
Appendix B10b: Moderating Organizational IS Sophistication and Value R Equity
Model Summary ¢
Change Statistics
Adjusted Std. Error of R Square Durbin-

Model R R Square R Square the Estimate Change F Change dft df2 Sig. F Change Watson

1 6787 459 435 54500 459 18.523 5 709 1000

2 7600 578 554 48390 118 30.262 1 108 000

3 794° 630 591 46353 053 2940 5 103 016 1.79%

o

Competencies, X2 Organizational Competencies

=3

Competencies, X2 Organizational Competencies, Y1 Organizational IS Sophistication

o

ORG IS SOPH, X3Y1 PER COM* ORG IS SOPH, X1Y1 STAK COM* ORG IS SOPH, X5Y1 ORG ORI* ORG IS SOPH

a

- Dependent Variable: Z2 Value Retention Equity
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- Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizational IS Sophistication, X4Y1 PER COM B* ORG IS SOPH, X2Y1 ORG COM*




ANOVA d

Sum of
Model Squares df Mean Square F Sig.
1 Regression 27509 5 5502 18.523 0002
Residual 32.375 109 297
Total 59.884 114
2 Regression 34.595 6 5.766 24623 000
Residual 25.289 108 234
Total 59.884 114
3 Regression 37.753 11 3.432 15.973 .000°
Residual 22131 103 215
Total 59.884 114
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizationa IS
Sophistication
C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y1 Organizationa IS
Sophistication, X4Y1 PER COM B* ORG IS SOPH, X2Y1 ORG COM* ORG IS SOPH,
X3Y1 PER COM* ORG IS SOPH, X1Y1 STAK COM* ORG IS SOPH, X5Y1 ORG ORI*
ORG IS SOPH
d. Dependent Variable: Z2 Value Retention Equity
Coefficientd
Unstandardized Standardized
Coefficients Coefficients B5% Confidence Interval for B Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Zero-order | Partial Part Tolerance VIF
1 (Constant) .848 .324 2.617 .010 .206 1.490
X1 Stakeholder
Competencies .550 .095 541 5.803 .000 .362 .738 641 .486 .409 .570 1.758
X2 Organizational
Competencies -.062 .083 -.077 -.751 .454 -.226 102 418 -.072 -.053 477 2.095
X3 Personality
Competencies 129 .084 134 1.534 128 -.038 .295 402 145 .108 .651 1.536
X4 Personality
Competencies Barrier -.083 .056 -115 -1.471 144 -.194 .029 .099 -.140 -.104 .816 1.226
X5 Organizational
Orientation 196 101 .208 1.942 .055 -.004 .395 491 .183 137 431 2.322
2 (Constant) .690 .289 2.386 .019 17 1.263
X1 Stakeholder
Competencies 292 .096 .287 3.025 .003 101 483 641 279 .189 435 2.299
X2 Organizational
Competencies -.080 .074 -.099 -1.090 .278 -.226 .066 418 -.104 -.068 476 2.099
X3 Personality
Competencies .047 .076 .049 618 .538 -.104 198 402 .059 .039 .626 1.597
X4 Personality
Competencies Barriers -.054 .050 -.075 -1.074 .285 -.154 .046 .099 -.103 -.067 .807 1.239
X5 Organizational
Orientation 104 .091 A1 1.146 .254 -.076 .285 491 110 .072 416 2.402
Y1 Organizational IS
Sophistication 466 .085 .508 5.501 .000 .298 .634 726 468 .344 459 2.180
3 (Constant) 313 1.147 .273 .785 -1.961 2.588
X1 Stakeholder
Competencies .387 .359 .380 1.077 .284 -.325 1.099 641 .106 .065 .029 34.759
X2 Organizational
Competencies .596 .334 .735 1.788 .077 -.065 1.258 418 173 107 .021 47.099
X3 Personality
Competencies -.882 .324 -.917 -2.720 .008 -1.525 -.239 402 -.259 -.163 .032 31.696
X4 Personality
Competencies Barriers .337 273 467 1.234 .220 -.205 .879 .099 21 .074 .025 40.007
X5 Organizational
Orientation -.004 .384 -.005 -.011 .991 -.766 .757 491 -.001 -.001 .021 46.599
Y1 Organizational IS
Sophistication 676 .349 737 1.939 .055 -.016 1.367 726 .188 116 .025 40.260
X171 STAK COM” OR -.042 .096 -.281 -.436 .664 -.232 148 732 -.043 -.026 .009 | 115.810
IS SOPH
IXSZNSIJD(F?EG com”oR -.184 .088 -1.337 -2.090 .039 -.358 -.009 .625 -.202 -.125 .009 | 114.109
X3Y1 PER COM" ORG .255 .088 1.707 2.888 .005 .080 430 673 274 173 .010 97.381
IS SOPH
X4Y1 PER COM B*
ORG IS SOPH -.103 .066 -.715 -1.548 125 -.234 .029 412 -.151 -.093 .017 59.430
i(SE);:D(F?EG ORI ORG .012 104 .085 116 .908 -.194 218 .689 .011 .007 .007 | 148.286

a. Dependent Variable: Z2 Value Retention Equity

Appendix Bl1a: Moderating Organizational Knowledge Based and Brand R Equity
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Model Summary!

Change Statistics
Adjusted | Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate [ Change | F Change df1 df2 Sig. F Change Watson
1 7967 .634 .618 52042 .634 38.136 5 110 .000
2 829 .687 .669 .48389 .052 18.233 1 109 .000
3 843 71 .680 47593 .024 1.735 5 104 133 1.874

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies

b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge Based

C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge Based, X1Y2 STAK COM*ORG KNOW B, X4Y2 PER COM

ORG KNOW B, X3Y2 PER COM* ORG KNOW B, X2Y2 ORG COM* ORG KNOW B, X5Y2 ORG ORI* ORG KNOW B

d. Dependent Variable: Z1 Brand Retention Equity

ANOVA ¢
Sum of
Model Squares df Mean Square F Sig.
1 Regression 51.642 5 10.328 38.136 .0002
Residual 29.792 110 271
Total 81.434 115
2 Regression 55.911 6 9.319 39.798 .000°
Residual 25.522 109 234
Total 81.434 115
3 Regression 57.876 1 5.261 23.228 .000°
Residual 23.557 104 227
Total 81.434 115
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b.  Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge
Based
C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge
Based, X1Y2 STAK COM*ORG KNOW B, X4Y2 PER COM B* ORG KNOW B, X3Y2
PER COM* ORG KNOW B, X2Y2 ORG COM* ORG KNOW B, X5Y2 ORG ORI* ORG
KNOW B
d.  Dependent Variable: Zt Brand Retention Equity
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Coefficientd

Unstandardized |Standardized
Coefficients Coefficients 5% Confidence Interval for Correlations Collinearity Statistics

Model B Std. Error Beta 1 Sig. __|Lower Bound|Upper Bound|Zero-order| Partial Part  [Tolerance VIF

7 (Constani) -390 300 262 210 1.002 222
X1 Stakeholder
Competendios 612 090 516 | 6.765 000 792 723 542 390 57| 1752
éirg;if;:c?;f nal -021 079 022 | -266 791 136 550 | -025| -015 478 | 2,094
ézriszgﬂg':g 255 079 229 | 3225 002 412 552 294 186 663 | 1509
é‘;g;ggsﬂg garid 020 053 024 | -376 708 086 240 | -036| -022 821 | 1218
éfi gtiﬁg:am nal 262 094 241 | 2783 006 449 633 256 161 444 | 2252

2 (Constant) -663 204 2252 02 1246 079
X1 Stakeholder
Competancies 457 092 386 | 4.992 000 639 723 431 268 481 | 2078
éin?’;ge?;:c?etf”al -028 073 030 | -387 700 117 550 | -037 | -021 477 | 2095
é:; ;;:}gg;’g 225 074 202 | 3.046 003 37 552 280 163 657 | 1523
é‘; ;;:}gg;’g Barid  ~021 050 025 | -418 677 078 240 | -040| -022 821 | 1218
éfigtgzg:am nal 173 090 158 | 1915 058 351 633 180 103 420 | 2381
;ﬁ &iﬁ;gg‘:‘; 348 082 31| 427 .000 510 702 379 229 542 | 1846

3 (Constant) 2479 | 1244 1.992 049 4.946 012
X1 Stakeholder
Competendios 501 361 422 | 1386 169 1217 723 135 073 030 | 33.304
)éirggge:uzc?;f”al 724 430 -765 | -1.685 095 1576 128 550 | -163| -089 013 | 74.147
éi;;ggg;'g 040 340 036 19 906 715 552 012 006 030 | 33.441
é‘;;;ggzﬂg Barid 063 291 075 | -217 829 513 240 | -021| -0t 023 | 43.125
éfigt%ﬁg:am”al 1.491 575 1368 | 2591 o1 2631 633 246 137 010 | 100.176
Iﬁ fm;gezgzaéfs”:é 875 349 781 | 2505 014 1.567 702 239 132 029 | 34.956
ﬁ:\‘\(()zws EAK comol 57 094 091 | -a77 860 170 776 | -017 | -009 011 | 94.102
érz\‘\(()zv\?ge commop 44, 109 1.042 | 1570 119 388 700 152 083 006 | 158.446
ﬁﬁ‘g’f ER COM™OR  geg 090 332 648 518 237 737 063 034 011 | 94.451
é‘;\g ;ﬁg\ﬁ %M B 010 070 059 139 890 148 480 014 007 016 | 64.171
ﬁﬁ‘g’\? ;G ORIOR| 54 151 2,076 | -2.307 023 -049 733 | 221 | 122 003 | 291.029

a.Dependent Variable: Z1 Brand Retention Equity
Appendix B11b: Moderating Organizational Knowledge Based and Value R Equity
Model Summary®
Change Statistics
Adjusted Std. Error of | R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft di2 Sig. F Change Watson
1 6782 459 435 54500 459 18.523 5 109 .000
2 7170 514 487 51912 .055 12.139 1 108 .001
3 .728° 529 479 52314 .015 5 103 .648 1.708
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies

o

o

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge Based

Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge Based, X1Y2 STAK COM*ORG KNOW B, X4Y2 PER COM B*
ORG KNOW B, X3Y2 PER COM* ORG KNOW B, X2Y2 ORG COM* ORG KNOW B, X5Y2 ORG ORI* ORG KNOW B

o

- Dependent Variable: Z2 Value Retention Equity
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ANOVA ¢

Sum of

Model Squares df Mean Square F Sig.

1 Regression 27.509 5 5502 18.523 .0002
Residual 32.375 109 297
Total 59.884 114

2 Regression 30.780 6 5.130 19.036 .000°
Residual 29.104 108 .269
Total 59.884 114

3 Regression 31.696 11 2.881 10.529 .000¢
Residual 28.188 103 274
Total 59.884 114

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies

b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge
Based

C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y2 Organizational Knowledge
Based, X1Y2 STAK COM*ORG KNOW B, X4Y2 PER COM B* ORG KNOW B, X3Y2
PER COM* ORG KNOW B, X2Y2 ORG COM* ORG KNOW B, X5Y2 ORG ORI* ORG
KNOW B

d. Dependent Variable: Z2 Value Retention Equity

Coefficientd
Unstandardized Standardized
Coefficients Coefficients B5% Confidence Interval for B Correlations Collinearity Statistics

Model B Std. Error Beta t Sig. Lower Bound |Upper Bound |Zero-order | Partial Part Tolerance VIF
1 (Constant) .848 .324 2.617 .010 .206 1.490

X1 Stakeholder

Competencies .550 .095 541 5.803 .000 .362 .738 .641 486 .409 570 1.753

X2 Organizational

Competencies -.062 .083 -.077 -.751 .454 -.226 102 418 -.072 -.053 477 2.095

X3 Personality

Competencies 129 .084 134 1.534 128 -.038 .295 .402 145 .108 .651 1.536

X4 Personality

Competencies Barrier: -.083 .056 -115 -1.471 144 -.194 .029 .099 -.140 -.104 .816 1.226

X5 Organizational

Orientation 196 101 .208 1.942 .055 -.004 .395 .491 183 137 431 2.322
2 (Constant) .608 .316 1.922 .057 -.019 1.235

X1 Stakeholder 415 098 408 | 4218 000 220 609 641 376 283 481 | 2078

Competencies . . : : . b . . : ! : !

X2 Organizational

Competencies -.069 .079 -.084 -.869 .387 -.225 .088 418 -.083 -.058 477 2.096

X3 Personality

Competencies .103 .080 107 1.286 .201 -.056 .262 .402 123 .086 .646 1.549

X4 Personality

Competencies Barrier: -.083 .054 -115 -1.550 124 -.189 .023 .099 -.147 -.104 .816 1.226

X5 Organizational

Orientation 116 .099 124 1.175 .243 -.080 311 491 112 .079 407 2.454

Y2 Organizational

Knowledge Based .305 .088 318 3.484 .001 131 478 .616 318 .234 542 1.846
3 (Constant) 1.459 1.368 1.067 .289 -1.254 4.172

X1 Stakeholder

Competencies .020 .397 019 .050 .960 -.768 .808 .641 .005 .003 .030 | 33.433

X2 Organizational

Competencies -.007 472 -.009 -.015 .988 -.944 .930 418 -.001 -.001 013 | 74.154

X3 Personality

Competencies -.523 .374 -.544 -1.398 .165 -1.265 219 402 -136 -.095 .030 | 33.132

X4 Personality

Competencies Barrier: -.217 .320 -.300 -.677 .500 -.852 418 .099 -.067 -.046 023 | 43.091

X5 Organizational

Orientation 916 .632 .976 1.448 151 -.338 2.170 .491 A4 .098 .010 99.320

Y2 Organizational

Knowledge Based .099 .384 103 .258 797 -.662 .861 .616 .025 .017 .029 34.991

X1Y2 STAK COM"OR .103 .104 .652 .994 322 -.103 .309 .697 .098 .067 .011 94.226

KNOW B

X2Y2 ORG COM* OR

KNOW B -.018 120 -126 -.148 .883 -.256 221 .579 -.015 -.010 .006 | 158.478

X3Y2 PER COM* OR(

KNOW B A7 .099 1.132 1.724 .088 -.026 .367 613 167 17 .011 94.285

X4Y2 PER COM B*

ORG KNOW B .032 .077 225 415 679 -121 184 341 .041 .028 .016 64.130

X5Y2 OR! RI* OR!

KIS\IOWOBG ORI ORG -.216 .166 -1.498 -1.301 .196 -.545 113 .618 -127 -.088 .003 | 290.179

a. Dependent Variable: Z2 Value Retention Equity
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Appendix B12a: Moderating Organizational Culture and Brand R Equity

Model Summary ¢

Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change df1 df2 Sig. F Change Watson
1 7962 634 618 .52042 .634 38.136 5 110 .000
2 845° 713 .698 46271 .079 30.149 1 109 .000
3 .857° 734 .706 45635 .021 1.611 5 104 164 1.853
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies

o

Competencies, X2 Organizational Competencies, Y3 Organizational Culture

o

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies, Y3 Organizational Culture, X4Y3 PER COM B* ORG CUL, X1Y3 STAK COM* ORG CUL, X3Y3
PER COM* ORG CUL, X2Y3 ORG COM* ORG CUL, X5Y3 ORG ORI* ORG CUL

d. Dependent Variable: Z1 Brand Retention Equity
ANOVA ¢
Sum of
Model Squares df Mean Square F Sig.
1 Regression 51.642 5 10.328 38.136 0007
Residual 29.792 110 271
Total 81.434 115
2 Regression 58.097 6 9.683 45.226 000°
Residual 23.337 109 214
Total 81.434 115
3 Regression 59.775 11 5.434 26.093 .000°
Residual 21.659 104 208
Total 81.434 115
a. Predictors: (Constant), X5 Organizational COrientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y3 Organizational Culture
C. Predictors: (Constant), X5 Organizational Crientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y3 Organizational Culture, X4Y3
PER COM B* ORG CUL, X1Y3 STAK COM* ORG CUL, X3Y3 PER COM* ORG CUL,
X2Y3 ORG COM* ORG CUL, X5Y3 ORG ORI* ORG CUL
d. Dependent Variable: Z1 Brand Retention Equity
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Coefficientd

Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for § Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Zero-order | Partial Part Tolerance VIF
1 (Constant) -.390 .309 -1.262 210 -1.002 222
X1 Stakeholder 612 090 516 | 6765 000 433 792 723 542 390 571 | 1752
Competencies : . : : : . . : : : : .
X2 Organizational
Competencies -.021 .079 -.022 -.266 791 -177 136 .550 -.025 -.015 478 2.094
X3 Personality
Competencies .255 .079 .229 3.225 .002 .098 412 552 .294 186 .663 1.509
X4 Personality
Competencies Barriers -.020 .053 -.024 -.376 .708 -.126 .086 .240 -.036 -.022 .821 1.218
X5 Organizational
Orientation .262 .094 241 2.783 .006 .076 449 .633 .256 161 444 2.252
2 (Constant) -.651 .279 -2.336 .021 -1.204 -.099
X1 Stakeholder 346 094 202 | 3687 000 160 532 723 333 189 419 | 2387
Competencies : . : : : . : : : . : '
X2 Organizational
Competencies -.077 .071 -.082 -1.092 277 -.218 .063 .550 -.104 -.056 468 2.139
X3 Personality
Competencies .247 .070 .221 3515 .001 .108 .386 552 319 180 .662 1.510
X4 Personality
Competencies Barriers -.010 .048 -.012 -.216 .829 -.104 .084 .240 -.021 -.011 .820 1.219
X5 Organizational
Orientation 189 .085 173 2223 .028 .021 .357 .633 .208 114 433 2.309
Y3 Organizational Cultyl .450 .082 .420 5.491 .000 .287 612 .758 .465 .282 449 2.227
3 (Constant) -1.855 1.083 -1.713 .090 -4.002 292
X1 Stakeholder
Competencies -.028 .389 -.023 -.071 .943 -.800 744 723 -.007 -.004 .024 42.166
X2 Organizational
Competencies -171 .369 -.180 -.463 645 -.902 .561 550 -.045 -.023 017 | 59.379
X3 Personality
Competencies -130 .340 -117 -.384 702 -.804 .543 552 -.038 -.019 028 | 36.254
X4 Personality
Competencies Barriers -.167 .240 -.199 -.696 488 -.644 .309 .240 -.068 -.035 .031 32.087
X5 Organizational
Orientation 1.416 531 1.299 2.667 .009 .363 2.468 .633 .253 135 .011 92.747
Y3 Organizational Culty| .849 314 .794 2.702 .008 .226 1.473 .758 .256 137 .030 33.742
?U\f STAK COM” ORG .096 .101 .547 .953 .343 -.104 .297 .789 .093 .048 .008 | 128.757
é%YLS ORG COM" ORG .021 .098 134 215 .830 -174 216 711 .021 .011 .007 | 151.302
é?}f PER COM" ORG 101 .089 .580 1.134 .259 -.076 .278 .780 A1 .057 .010 | 102.271
ét\f PER COM B’ OR .035 .058 .207 599 .550 -.080 150 517 .059 .030 022 | 46.445
é?JYLS ORG ORI" ORG -.332 41 -2.009 -2.350 .021 -.613 -.052 770 -.225 -.119 .003 | 285.963
a. Dependent Variable: Z1 Brand Retention Equity
Appendix B12b: Moderating Organizational Culture and Value R Equity
Model Summary9
Change Statistics
Adjusted Std. Error of R Square Durbin-
Model R R Square R Square the Estimate Change F Change dft df2 Sig. F Change Watson
1 6782 459 435 .54500 459 18.523 5 109 .000
2 7130 508 480 52241 .048 10.628 1 108 .001
3 .750° 563 517 50396 .055 2.611 5 103 .029 1.744

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies

o

o

. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y3 Organizational Culture

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies, Y3 Organizational Culture, X4Y3 PER COM B* ORG CUL, X1Y3 STAK COM* ORG CUL, X3Y3
PER COM* ORG CUL, X2Y3 ORG COM* ORG CUL, X5Y3 ORG ORI* ORG CUL

o

- Dependent Variable: Z2 Value Retention Equity

-385-




ANOVA d

Sum of
Model Squares df Mean Square F Sig.
1 Regression 27.509 5 5.502 18.523 .0002
Residual 32.375 109 .297
Total 59.884 114
2 Regression 30.409 6 5.068 18.571 .000°
Residual 29.475 108 .273
Total 59.884 114
3 Regression 33.725 1" 3.066 12.072 .000¢
Residual 26.159 103 .254
Total 59.884 114
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y3 Organizational Culture
C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y3 Organizational Culture, X4Y3
PER COM B* ORG CUL, X1Y3 STAK COM* ORG CUL, X3Y3 PER COM* ORG CUL,
X2Y3 ORG COM* ORG CUL, X5Y3 ORG ORI* ORG CUL
d. Dependent Variable: Z2 Value Retention Equity
Coefficientd
Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for B Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound | Zero-order | Partial Part Tolerance VIF
1 (Constant) .848 .324 2.617 .010 .206 1.490
X1 Stakeholder 550 095 541 | 5803 000 362 738 641 486 409 570 | 1.753
Competencies : : : ’ ’ : ’ : ’ ’ ’ :
X2 Organizational
Competencies -.062 .083 -.077 -.751 454 -.226 102 418 -.072 -.053 477 2.095
X3 Personality
Competencies 129 .084 134 1.534 128 -.038 .295 .402 145 .108 .651 1.536
X4 Personality
Competencies Barriers -.083 .056 -115 -1.471 144 -.194 .029 .099 -.140 -.104 816 1.226
X5 Organizational
Orientation 196 101 .208 1.942 .055 -.004 .395 491 183 137 431 2.322
2 (Constant) .673 .315 2.136 .035 .048 1.298
X1 Stakenolder ar2 106 366 | 3.505 001 162 582 641 320 237 419 | 2388
Competencies : . : ) ’ : : . ’ ’ ’ i
X2 Organizational
Competencies -.100 .080 -.123 -1.249 214 -.259 .059 418 -119 -.084 467 2.140
X3 Personality
Competencies 128 .080 128 1.529 129 -.036 .283 402 146 103 .651 1.587
X4 Personality
Competencies Barriers -.076 .054 -.106 -1.416 160 -.183 .031 .099 -.135 -.096 815 1.228
X5 Organizational
Orientation 147 .098 156 1.503 136 -.047 341 491 143 101 421 2.378
Y3 Organizational Cultu .301 .092 .328 3.260 .001 118 .485 .632 .299 .220 449 2.226
3 (Constant) .888 1.198 741 460 -1.489 3.265
X1 Stakeholder -529 431 -520 | -1.227 223 -1.383 326 641 120 | -.080 024 | 42.357
Competencies ’ ’ . ’ : : ’ : ’ ’ ’ ’
X2 Organizational
Competencies -.694 407 -.856 -1.705 .091 -1.502 113 418 -.166 =111 .017 59.378
X3 Personality
Competencies -.558 .376 -.581 -1.484 141 -1.304 188 402 -.145 -.097 .028 36.086
X4 Personality
Competencies Barriers -.052 .266 -.071 -.194 .846 -.578 475 .099 -.019 -.013 .031 31.941
X5 Organizational
Orientation 2.016 .587 2.147 3.437 .001 .853 3.179 .491 .321 224 011 92.046
Y3 Organizational Cultu .337 .348 .367 .968 .335 -.353 1.027 .632 .095 .063 .030 33.897
)((ZUI(.S STAK COM* ORQ .236 112 1.564 2111 .037 .014 458 .696 .204 138 .008 | 129.447
éa{_s ORG COM" ORG 159 109 1.176 1.468 145 -.056 .375 .583 143 .096 .007 | 151.292
éa{_s PER COM" ORG 168 .099 1.125 1.702 .092 -.028 .364 .624 165 A1 .010 | 103.079
X4Y3 PER M B* OR
CULS co o .000 .064 -.002 -.005 .996 -.127 127 .348 .000 .000 .022 46.345
X5Y3 OR RI* OR
CfJLS ORG ORI" ORG -.514 157 -3.617 -3.284 .001 -.825 -.204 .627 -.308 -.214 .003 | 286.083

a. Dependent Variable: Z2 Value Retention Equity
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Appendix B13a: Moderating Organizational IS Network and Brand R Equity

Model Summary?

Change Statistics
Adjusted Std. Error of | R Square Durbin-
Model R R Square | R Square | the Estimate | Change | F Change dft df2 Sig. F Change Watson
1 7962 .634 .618 52042 .634 38.136 5 110 .000
2 .823° 677 .659 149159 .042 14.278 1 109 .000
3 .826° .682 .648 49907 .005 .351 5 104 .880 1.834

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network

o

Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network, X5Y4 ORG ORI* ORG IS NET, X4Y4 PER COM B* ORG IS NE~
X1Y4 STAK COM* ORG IS NET, X3Y3 PER COM* ORG IS NET, X2Y4 ORG COM* ORG IS NET

d. Dependent Variable: Z1 Brand Retention Equity

ANOVA 9

Model

Sum of
Squares

df

Mean Square

Sig.

Regression
Residual
Total

51.642
29.792
81.434

5
110
115

10.328
.27

38.136

.0002

Regression
Residual
Total

55.093
26.341
81.434

6
109
115

9.182
.242

37.996

.000°

Regression
Residual
Total

55.530
25.904
81.434

11
104
115

5.048
.249

20.268

.000°

- Predictors: (Constant), X5 Organizational

Orientation, X4 Personality

Competercies Barriers, X1 Stakeholder Competencies, X3 Personality
Competercies, X2 Organizational Competencies

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality

Competercies Barriers, X1 Stakeholder Competencies, X3 Personality
Competercies, X2 Organizational Competencies, Y4 OrganizationallS Network

- Predictors: (Constant), X5 Organizational Orientation, X4 Personality

Competencies Barriers, X1 Stakeholder Competencies, X3 Personality

Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network,
X5Y4 ORG ORI* ORG IS NET, X4Y4 PER COM B* ORG IS NET, X1Y4 STAK COM*
ORG IS NET, X3Y3 PER COM* ORG IS NET, X2Y4 ORG COM* ORG IS NET

- Dependent Variable: Z1 Brand Retention Equity
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Coefficients

Unstandardized Standardized
Coefficients Coefficients 95% Confidence Interval for B Correlations Collinearity Statistics

Model B Std. Error Beta t Sig. Lower Bound | Upper Bound | Zero-order Partial Part Tolerance VIF

T (Constant) ~390 309 1262 210 1.002 222
X1 Stakeholder
Competencies 612 090 516 6.765 000 433 792 723 542 390 571 1.752
éin?;%?;':‘zc?::”a' -.021 079 -.022 -.266 791 177 136 550 -.025 -015 478 2.094
éinﬁizg?f;‘:g 255 079 229 3.225 002 098 412 552 294 186 663 1.509
é‘;;ﬁ;‘;ﬂi!g Barriers -.020 053 -.024 -376 708 -126 086 240 -.036 -022 821 1.218
éfieor:tizg'ﬁa""”a' 262 094 241 2783 .006 076 449 633 256 161 444 2.252

2 (Constant) -786 310 2535 013 1.401 A7
X1 Stakeholder
Compotencies 496 091 418 5.452 000 315 676 723 463 297 505 1.981
éin?;%?;'r'f;:: nal -.021 075 -.022 -.281 780 -169 27 550 -.027 -015 478 2.094
éi;i;‘;ﬂi:’g 227 075 204 3.027 1003 078 376 552 278 165 656 1.524
)é‘ér:f;':t‘;ﬂi:'ez Barriers 006 051 008 124 902 -.095 107 240 012 007 806 1.241
ésri eor:tizg'rfa"ma' 227 1090 208 2,530 013 049 404 633 235 138 439 2277
Iét?v:jgri”'zmnans 256 068 242 3.779 000 122 390 580 340 206 722 1.384

3 (Constant) 492 1234 ~399 691 2.938 1.954
X1 Stakeholder
Competencies 831 413 701 2.013 047 012 1.650 723 194 11 025 | 39.688
)ézog;ge?;’;i?:g”a' -.325 435 -.343 -747 457 1.188 538 550 -073 -.041 014 | 69.107
éiﬂi';‘;ﬂ‘;:‘g 309 383 277 807 422 -.450 1.068 552 079 045 026 | 38.464
éigi’;ggi:g Barriers -199 322 -.237 -618 538 -838 440 240 -.060 -.034 021 48.209
éfi gg%’;'ﬁm”a' 256 538 234 475 636 -812 1.323 633 047 026 013 | 79.718
;‘;tagin'za"“”a”s 161 339 152 474 636 -512 834 580 046 026 030 | 33.749
fg:fE?TAK COM” ORG -.088 107 -.485 -822 413 -301 125 745 -.080 -.045 009 | 114.020
f;L‘E?RG COM" ORG 084 110 510 762 448 -134 302 682 074 042 007 | 146.725
TSLSETPER COoM" ORG -.022 100 -125 -.223 824 -.220 176 690 -.022 -012 010 | 103.040
é‘gg EEEECTOM B 050 076 288 650 517 -102 201 478 064 036 016 | 64.271
TSI“E?RG ORI ORG -.002 138 -010 -013 1990 -276 273 729 -.001 -.001 005 | 209.473

a. Dependent Variable: Z1 Brand Retention Equity
Appendix B13b: Moderating Organizational IS Network and Value R Equity
Model Summary
Change Statistics
Adjusted | Std. Error of | R Square Durbin-

Model R R Square | R Square | the Estimate | Change | F Change df1 df2 Sig. F Change Watson

1 6782 459 435 .54500 .459 18.523 5 109 .000

2 713° .508 481 52205 .049 10.792 1 108 .001

3 .733¢ 537 .488 .51866 .029 1.283 5 103 277 1.730

a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Person
Competencies, X2 Organizational Competencies

b. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Person
Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network

C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality Competencies Barriers, X1 Stakeholder Competencies, X3 Person:
Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network, X5Y4 ORG ORI* ORG IS NET, X4Y4 PER COM B* ORC
X1Y4 STAK COM* ORG IS NET, X3Y3 PER COM* ORG IS NET, X2Y4 ORG COM* ORG IS NET

d. Dependent Variable: Z2 Value Retention Equity
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ANOVA

d

Sum of
Model Squares df Mean Square F Sig.
1 Regression 27.509 5 5.502 18.523 .0002
Residual 32.375 109 297
Total 59.884 114
2 Regression 30.450 6 5.075 18.621 .000°
Residual 29.434 108 273
Total 59.884 114
3 Regression 32.176 11 2925 10.873 .000¢
Residual 27.708 103 269
Total 59.884 114
a. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies
b.  Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network
C. Predictors: (Constant), X5 Organizational Orientation, X4 Personality
Competencies Barriers, X1 Stakeholder Competencies, X3 Personality
Competencies, X2 Organizational Competencies, Y4 OrganizationallS Network,
X5Y4 ORG ORI* ORG IS NET, X4Y4 PER COM B* ORG IS NET, X1Y4 STAK COM*
ORG IS NET, X3Y3 PER COM* ORG IS NET, X2Y4 ORG COM* ORG IS NET
d. Dependent Variable: Z2 Value Retention Equity
Coefficientd
Unstandardized Standardized
Coefficients Coefficients 5% Confidence Interval for Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Lower Bound |Upper Bound |Zero-order | Partial Part Tolerance VIF
1 (Constant) .848 324 2.617 .010 .206 1.490
X1 Stakeholder 550 095 541 | 5803 000 362 738 641 486 409 570 | 1.753
Competencies ) . ) : . ) : . . . : .
X2 Organizational
Competencies -.062 .083 -.077 -.751 454 -.226 102 418 -.072 -.053 AT7 2.095
X3 Personality
Competencies 129 .084 134 1.534 128 -.038 .295 402 145 108 .651 1.536
X4 Personality
Competencies Barrie -.083 .056 -115 -1.471 144 -.194 .029 .099 -.140 -.104 .816 1.226
X5 Organizational
Orientation 196 101 .208 1.942 .055 -.004 .395 491 .183 137 431 2.322
2 (Constant) 483 .330 1.464 146 -171 1.136
X1 Stakeholder
Competencies 442 .097 435 4.581 .000 251 .634 641 .403 .309 505 1.982
X2 Organizational
Competencies -.062 .079 -.077 -.785 434 -219 .095 418 -.075 -.053 AT7 2.095
X3 Personality
Competencies 102 .081 106 1.267 .208 -.058 262 402 21 .085 .645 1.551
X4 Personality
Competencies Barrie -.059 .054 -.081 -1.080 .283 -167 .049 .099 -.103 -.073 .801 1.249
X5 Organizational
Orientation 164 .097 174 1.686 .095 -.029 .356 491 160 114 426 2.346
Y4 OrganizationallS
Network 236 .072 .261 3.285 .001 .094 .379 .543 .301 222 728 1.384
3 (Constant) 1.383 1.283 1.078 .284 -1.162 3.927
X1 Stakeholder
Competencies 555 430 .546 1.290 .200 -.298 1.407 641 126 .086 .025 39.822
X2 Organizational
Competencies 566 452 .698 1.253 213 -.330 1.463 418 123 .084 .014 69.114
X3 Personality
Competencies -.568 .398 -.591 -1.426 157 -1.358 222 402 -.139 -.096 .026 38.197
X4 Personality
Competencies Barrie -.073 335 -.101 -.218 .828 -.738 592 .099 -.021 -.015 .021 48.034
X5 Organizational
Orientation -.083 560 -.088 -.148 .882 -1.193 1.027 491 -.015 -.010 .013 79.085
Y4 OrganizationallS
Network -014 .353 -.015 -.039 .969 -714 .687 .543 -.004 -.003 .030 33.820
|Xs1 ;?E.?TAK comro -.022 112 -.140 -.196 .845 -.244 .200 677 -.019 -.013 .009 | 114.489
IXSZE?E.IC.)RG COM* OA -.162 114 -1.149 -1.416 160 -.389 .065 .569 -.138 -.095 .007 | 146.713
IXS3;3I‘E_IE’ER COM* OR 179 104 1.172 1.719 .089 -.028 .386 .594 167 115 .010 | 103.522
X4Y4 PER COM B*
ORG IS NET -.001 .079 -.005 -.008 .993 -.158 156 .343 -.001 -.001 .016 64.172
lXSSII?E_?RG ORI"OR .059 144 .398 410 .683 =227 .345 .628 .040 .027 .005 | 209.327

a.Dependent Variable: Z2 Value Retention Equity
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