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Krissamaporn Pungpho 2011: A Comparison of Expected and Perceived Service
Quality at Five-Star Hotel in Bangkok. Master of Business Administration,
Major Field: Business Administration, Interdisciplinary Graduate Program.

Thesis Advisor: Mr. Sawat Wananrat, Ph.D. 230 pages.

The Objectives of this study were to 1) Find customer's expected of service quality.
2) Find customer’s Perceived of service quality 3) Validate hypothesis comparing satisfactions
of services from five-star hotels. The study was based on four hundred questionnaire samples
collected from thirty hotels in Bangkok. The data were analyzed using descriptive statistics
which included mean, percentage, and standard deviation. Hypotheses tests were Paired T-

Test, Analysis of variance: ANOVA and Factor Analysis at statistical significance level of 0.05

The results from the study indicated that the customers had higher expectations in all
aspects of service quality while occasionally possessing great perceptions higher in Tangible
and Assurance while as customer’s Perceived service quality high in Reliability
Responsiveness and Empathy. During a process of validating a hypothesis involving with the
expectations and perceptions of all dimensions of service quality from five-star hotels, it was
found that the customers had higher expectations than perceptions in all dimensions of service
quality. This was due to the fact that the customers had already had high expectations prior to
receiving the services. Even though the perceptions were reasonably high, they were less than
the expectations. As a result, there were gaps between the expectations and perceptions in all of

the considered service quality dimensions in aspect Responsiveness and Empathy.
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http://www.agoda.co.th/asia/thailand/bangkok/grande_centre_point_ratchadamri_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/the_sukhothai_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/kempinski_residences_siam.html
http://www.agoda.co.th/asia/thailand/bangkok/the_eugenia_hotel_bangkok.html
http://www.agoda.co.th/asia/thailand/bangkok/mayfair_bangkok_marriott_executive_apartments.html
http://www.agoda.co.th/asia/thailand/bangkok/emporium_suites.html
http://www.agoda.co.th/asia/thailand/bangkok/grand_mercure_asoke_residence.html
http://www.agoda.co.th/asia/thailand/bangkok/pan_pacific_serviced_suites.html
http://www.agoda.co.th/asia/thailand/bangkok/marriott_executive_apartments_sathorn_vista.html
http://www.agoda.co.th/asia/thailand/bangkok/marriott_executive_apartments_sukhumvit_park.html
http://www.agoda.co.th/asia/thailand/bangkok/ascott_sathorn_bangkok.html
http://www.agoda.co.th/asia/thailand/bangkok/ascott_sathorn_bangkok.html
http://www.agoda.co.th/asia/thailand/bangkok/centara_grand_at_central_world_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/the_grand_fourwings_convention_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/anantara_bangkok_sathorn_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/shangri_la_hotel_bangkok.html
http://www.agoda.co.th/asia/thailand/bangkok/grand_millennium_sukhumvit_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/grand_sukhumvit_hotel_bangkok_managed_by_accor.html
http://www.agoda.co.th/asia/thailand/bangkok/grand_hyatt_erawan_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/mandarin_oriental_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/sofitel_centara_grand_bangkok_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/sofitel_bangkok_silom_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/four_seasons_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/conrad_bangkok_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/dusit_thani_bangkok_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/banyan_tree_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/pathumwan_princess_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/praya_palazzo_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/pullman_bangkok_king_power_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/ma_du_zi_hotel.html
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http://www.agoda.co.th/asia/thailand/bangkok/millennium_hilton_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/ramada_plaza_menam_riverside_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/swissotel_le_concorde_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/swissotel_nai_lert_park_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/siri_sathorn_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/hansar_bangkok_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/amari_watergate_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/intercontinental_bangkok_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/crowne_plaza_bangkok_lumpini_park_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/chatrium_suites_bangkok_a_dusit_thani_hotels_partner.html
http://www.agoda.co.th/asia/thailand/bangkok/shama_sukhumvit.html
http://www.agoda.co.th/asia/thailand/bangkok/tower_club_at_lebua_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/bangkok_marriott_resort_spa.html
http://www.agoda.co.th/asia/thailand/bangkok/vie_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/sivatel_bangkok_hotel.html
http://www.agoda.co.th/asia/thailand/bangkok/anantara_baan_rajprasong_serviced_apartment.html
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a 4 aa Aa I 1 aa
1. msansizlagladABans s (Descriptive Statistics) (HUN1511AIMI9EDA
dy o A 9 1 ~ 1 ~ d' a [
Wugulasdiuim Aud Seeaz Aunde tazdrudouuunInsgIuiosiuleanyme
4 1 LY ] ] [ { 1
UsenImansuoInqual0d1e 1HU MA 919 STAUMIANET 9130 519'lAmAsAoAou ey

d‘ Y a
AN lumslsusms

1 = A Y a
1.1 MAUD (Frequency) LAZA1TD8DS (Percentage) 1¥a5u18msnszaevsslszan
AR 9 a Y Y] 1 Y 1 o = = Y
[1F] T]ﬁﬂ‘]%l’lcl“]f(luﬂ'lﬁﬂlﬂi'lgWell@ll“a‘ﬂi]ﬂﬂﬁ?uuﬂﬂa ]l@l,!,ﬂ IWE @’lq TLAUNIIANE 91BN 5’]811@

A A P~ Y a
LﬂaEJG]’E]L@@UL!ﬁgﬂ’J'liJﬂGlUﬂ'ﬁclﬂfﬂﬁﬂ’li

' A a A A 1 Aq Yo A g @ o '
1.2 anagavunais (Mean) H39AURAY ﬂmSlﬂfmu’JmmmﬂumLmummmmﬂmm

1.3 AnunieauuaasgIv (Standard Deviation) 143amsnszvevesdoya

I3 a
2. m3aAszilaglFadAB oYM (Inferential Statistics) TUMIITNATOUTUVATIU
a 4 1
(Hypothesis Testing) 9 1%1um33A5124A1001/51/594590 (Analysis of variance: ANOVA)
v
HazMINAaeUAIN (T-test) IALA Independent T-test AT Paired T-Test A4

=

2.1 manaaaudns 2 nguniBasza 1NN Y (Independent T-test) Uiagiszass

[
S =

4 T w 1 ) a [ 1 [ 1 o a [ y
Lﬁ@ﬂﬂﬁ@ﬂ’l”m?uﬂﬁ 2Ny Mmiudaszannu UM X VILW]ﬂ@]Nﬂuﬁ%f’JUIMT/ITﬂTiﬁNJJ@@WuﬂQﬁ

'
A o o

2.1.1 A1 p-value WNANANTAYNNADA (0L =0.05) taAIANULl31/591 2
nguiu msnnsandadulonieseusy nFelasauuagiu Hy (u 1> p 2) 92WTUIM
o ' 3| 1
p-value (2 tailed) ©19UU HANMTNAT U UL UNATDUNIIAE) (H,;:< ) A1 P-value (2 tailed)

9 9 Y = Y o 1 = =1 ] 1 A o
12A99M13910 2 92 1A p-value M1aAe7 1d1111A1 P-value v1uden lilifisuduar o Admua

winmim ladadosnit oL uaaeinl s H,

2.1.2 A1 p-value YoonandIdynIana (00 =0.05) uaasanuuilslsiu 2
ngu Ty msiasandaduleniosonusy nTelfasaunagiu H (u 1> p 2) 9W0158

A1 p-value (2 tailed) #a19 uemsnagolluLIUNATOUNINAYY (H < ) A1 P-value (2 tailed)
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9 9 Y = Y o 1 = =1 Y] 1 Ao
TADINITAIY 2 %zulﬂ?ﬂ p-value ¥ INAYI L1AIUIAT P-value WNLWJ’JII‘]JWIEJ‘Uﬂ‘UﬂW o NNHUA

winamim ladadesndt oL waaadnlfuers H,

2.2 msnageunans 2 nguinliiludaszeniu Wsemsnaaeuy (Paired T-Test)
9}t.'.g' qgj [ 1 I [} [ 1 o 1 [
msnadeunuuibiunsnagey 2 aSatunquailediufenu wu Jeyaiaanniledoann
o A g o o 1 a g a Yo 1 v
2 a5 nedoyaludnyazmsiug nsailunisnadeuriaufe 1A p-value 115098 2 92
MR ldamadednianla lalSeumeua o Admua vinliaiosna1 oL Laad

a [ I Y 9 1 1 a
ﬂglﬁ‘ﬁ Lmﬂ'lﬂlﬂuﬂ'lﬁ‘]/lﬂﬁﬂﬂ 2 1IN 97191 p-vale Hd8NI1 O LLﬁ@\?'JT]J{(]L'ﬁ‘ﬁ H,

a d <
2.3 msamszrianulsdsivmafen (Analysis of variance: ANOVA) 1Wung
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A v

9
a 4 1 1 a @ T
AnTITHLLUMLAg Iunsnadeulszynsuinni 2 IGEY nuawlsvaszmeIN NIy

wu aiuanaiuiinnuaanisluguninuinsiuanaenunie lu szaumsaneii

v Y

1 [ a 1 @ 1 o a o A v W
LLﬂﬂ@NﬂuﬁﬂﬁiUgiu%}mﬂTWUﬁﬂWiLLﬁﬂﬁNﬂuﬁ%ﬂklu %ﬂﬂ?ﬁﬂﬂﬂ?iﬁlﬂi"l%ﬁlﬁfJ?lﬂ‘UﬂﬁL!,‘]_lﬁ
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@ a 9 o3| @ 1 A ~ v o .
2.3.1 ml,u,ﬂiaﬁiwmgﬂumuﬂmuuﬂqu (Nominal) t1UUL5899UAY (Ordinal)

@ I~ o 1 @ 1
2.3.2 dalsaudeautiudnalsuuusg (Internal) NIoUUUONT AU (Ratio)
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o gwlsdasy  daudsanu
. R ananlFlu
;A auNAFIY oy Moy
Msnaaeu
BUUARUAIN  HUUARUAIN
Yq Y A = oA Y A Y A
L wAvedd 15T msnuanaanuiiny - Independent Vo 2 Uoi 1-37
MAn I I uAUMNUTMINUANAIAY Sample A 1 ANAIANIY
T-Test AU 2
[ Jq 9 a A J [ = Y A Y A
2. H29918U0I 1FUTMINUANA 19U Uo7 3 Vo 1-37
ANuAAK I lugunwuInIIn ANOVA gl ANUMAKI
LANAIAY aui 2
o = Yq ¥ a = : Y A y A
3. 3EAUMSANYIVRIRIFUTMINUANAIY Uoi 4 Uoi 1-37
nuinumMan I luganIMuINITN ANOVA dmwnl  anumanda
LANAAY aui 2
= Jyq Y a ~ 1 v A Y Y
4. 91BWVDI FVTMINUANA1NUI o1 5 Vo1 1-37
PRV R I TR RS TR R bAT ANOVA dwnl  ANUMAKNI
HANAIIAY AN 2
5. swldmavaodeuvesdlduimsn Hoh 6 doh 1-37
uana NN UANUAIAK I Tugun N ANOVA RN ANUAIAT I
VIMINUANANNY AN 2
= Y9 9 a = oA 9y A Y A
6. AMUAVRIRIFUTMINUANANAUL Uoi 7 Uoi 1-37
ANUMAN T I uAUMNUITNTN ANOVA A 1 ANUAAT I
HANAIAY dui 2
7. Ao ldusmsiuanaenulins  Independent W0 2 Hoh 1-37
SuiTuganmusmsiuanaieiy Sample a1 DNEESTH
T-Test daui 2
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. R avanldlu
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TGO TR TV T TR EY
! Yq ¥ a = oA 9 A Y A
8. A0IYUBIRIFUTMINUANAIAUT Vo 3 Uoi 1-37
M3503 lugunmusmsnuanaA1ny ANOVA a1 UNEESTH
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aui 2
Y = Yq 9 = = ' ¥ A
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v A v 9 a A 1 eua[n4 v 9
AUNMITUZ IUANAIMUIMINUANAIN  ANOVA y ¥ MIsu3
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= Yq 9 a = oA y A
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12, ANWAVOIRIFUTMINUANANAUNNS . Uo7 1-37
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a1 o4
aui 2
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Tuguamusmsauanuduglsssy  Sample a2 aui 2
VOIVUTMTNUANAINY T-Test (M3IMANN) (M35U3)
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Y9 9 a = o v Y . y 9y A
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! a o [
@IUN 2 M33A512411998 (Factor Analysis)

Y
A 1 o Y 4 1

Tae1433 Principle Component Analysis (PCA) taaa1tiimiinesslsyaeuainiu
¥ o & v o 4 a do o A = ¥ v o
duiussenIedunlstuesnlszney msinngrilvameany Inseasaanuduiusves
3 { 1 v [ a J J a
dulsiegluilesemondu Tagldlunsimsiziesdalszneuguamuinis (SERVQUAL)
A o oA o A v o Jdo o A o a du w1
odungunIes s nuaNNFuTusAUIuTlde (Factor) 1R8N WaMsAATIZHIla TR

v F2
o Y J Y % a @
‘LHWL!ﬂ’E]\‘Iﬂ“]JigﬂE]“LIGluﬂ1uﬂ31ﬂﬂ1@ﬂ’)ﬂiuﬂmﬂ17‘lﬂiﬂ1i ﬂ\?ﬁ

d' a Ju @ J a @ IJq Y Aa
13190 4.7 ﬂ"l'i'llﬂﬁ"lgﬁﬂﬂ%fJ’fNﬂ‘]Jﬁ$ﬂﬂﬂﬂﬂlﬂ"l“l/‘llliﬂ"liiuﬂ'ﬂi]ﬂ”lﬂﬁ'lﬂ‘u@ﬂEjiﬂf"ﬂiﬂWi

\ : o d
ﬂ"lﬂ]‘}‘iuﬂ@)\‘iﬂ‘ljﬁgﬂ@‘ll

aandsanumania
1 2 3 4 5

1. Ailu3U5351909U3M3 (Tangibles)

1. M3AUN1 I5ausuiianuazaInuaz N 0.619 0306 -0.052 -0.060 0.077
2.J5qsudE01ALaTa 891 0.700 0393 -0.011 -0.205 0.168
3. aanadenvedlsasuinnuilasasnie 0.713 0348  0.087 -0.173  0.086
4. TsusuiigUnsalsnsanuazainiiviudiie 0.685 0328  0.171 -0.073  0.086
5. lostines e aintimungaylums 0.701 0296  0.146 0.015  0.139
6. T3 UsUUTMIHAINYANed0ANABINT 191U 0.650 0327 0343  0.106  0.043
7. ammnadenalsnumng lumsinreu 0.678 0318 0368 -0.010 0.120
2. amaniuienenie1indlald (Reliability)

8. wiinnuannsodfianuldiduedied 0212 0745  -0.269 0.075  0.009
9. wiinamildinannu 13 lsuazigedeld 0.139 0733 -0352 0.115 0.019

10. winoiiinez lumsudlgmIddldusms 0221 0737 -0130 0097 0.062

11. TsausuisordeauasnMnanyainag 0221 0737 -0.130 0.097  0.062
12. TsausuifvuanaIns IMus Mg e 0.092  0.750 -0.134 0327  0.040
13. winnuasalvusmsmelusivua 0.055  0.752  0.003 0440 -0.042

14, winauenunsa liusmsedagndea 0.067 0737 0011 0408  0.021
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\ : % d
mimdnesnlszneu

fnsnnumania
1 2 3 4 5

3. MSABLAUBINNINADINIT INBE195IAL5 (Responsiveness)
15. wiinauiinnundeu vyl lumssemae -0.111 0122 0776 -0.128  -0.189
16. WINNUABLAUBIAMUABINTBENT A -0.172  0.006 0779 -0.010 -0.307
17. winouudilymIdgna ldmwanudesns <0114 -0.093 0763 0023 -0.239
18. maFaduLazFae1iildediasia 0240  -0.073 0720  0.104 -0.305
19. wiinaiidnwisanenuiwaugldusms 0113 -0.061 0755  -0.017  -0.285
20. winauenldlaeudilamediesiaEs 0.010  -0.187 0771 -0.041 -0.215
21, winafianuannsalfusms Idsaisa -0.034 -0.084 0791 -0.017 -0.285
4. m31¥naida (Assurance)
22, wiinnufinnwdamnsa ihldideanuiule  -0002  -0019 0100 078 -0.111
23, WINAUUITMIgNINEDY oy Bunduusula 0284 0029 0087 0807 -0.011
24, wiinauiiosende luaioud aasanal -0.092  -0.019  -0.100 0.786  -0.111
25. wiinanlgiianuedaliszuunazinginia -0.329  -0.076  -0.075  0.755 -0.028
26. winnwiianuilumseeudiowlddaou 0112 -0.145 0062 0767  -0.050
27. mimmﬁhﬂmmg@@iamiﬂﬁﬁﬁﬁﬂwﬁ 0011  -0.132  0.102 0.775 0.019
28. Tsausuaivayuminauineusy 0.069  -0.235 0266  0.695 -0.094
29, udFnhmadsmldsmatanudoded 0018 -0230 0242 0727  -0.033
30. $nmdasaseTswsuderinin -0.005  -0.160  0.260  0.740  -0.105
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Kaiser -Meyer-Olkin Measure of Sampling Adequacy (KMO) = 0.975

Bartlett’s Test of Sphericity : Approx. Chi-Square = 12043.808 ,df = 666 Sig = 0.000
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Case Processing Summary

N %
Cases Valid 40 100.0
Excluded® 0 .0
Total 40 100.0
Reliability Statistics
Cronbach's
Alpha N of Items
.963 74
Item-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Tangl 310.4000 800.503 .254 .963
Tang2 310.1000 799.938 .399 .962
Tang3 310.3750 795.317 .362 .963
Tang4 310.2500 799.987 321 .963
Tang5 310.2500 799.013 .303 .963
Tang6 310.2000 792.369 .405 .963
Tang7 310.2250 790.384 461 .962
Relia8 310.1500 797.362 451 .962
Relia9 310.3000 801.446 .352 .963
Relial0 310.2500 806.551 .201 .963
Reliall 309.9750 793.563 441 .962
Relial2 310.1250 803.240 .363 .963
Relial3 310.1750 797.020 466 .962
Relial4 310.0250 800.589 374 .963
Res15 310.1500 791.515 521 .962
Res16 310.1000 797.067 481 .962
Res17 310.1250 798.676 411 .962
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Cronbach's
Scale Mean if [Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Res19 310.0500 794.767 .579 .962
Res20 310.2250 792.692 .535 .962
Res21 310.0250 792.487 .645 .962
Assure22 310.1500 795.362 AT7 .962
Assure23 310.0000 787.077 .708 .962
Assure24 310.0000 784.667 732 .962
Assure25 310.2000 792.369 .537 .962
Assure26 310.1250 786.625 .632 .962
Assure27 310.1000 795.118 451 .962
Assure28 310.3750 791.215 497 .962
Assure29 310.0000 788.564 .710 .962
Assure30 309.9500 793.331 .618 .962
Empathy31 310.0500 796.100 423 .962
Empathy32 310.2750 798.871 .370 .963
Empathy33 310.1250 783.804 .699 .962
Empathy34 310.2750 798.204 351 .963
Empathy35 310.1750 794.456 479 .962
Empathy36 310.0500 801.485 351 .963
Empathy37 310.0000 795.487 .516 .962
Ptangl 310.2750 796.051 493 .962
Ptang?2 310.2250 788.025 .655 .962
Ptang3 310.4000 785.374 551 .962
Ptang4 310.4000 789.374 .600 .962
Ptang5 310.4500 787.946 .632 .962
Ptang6 310.4000 796.810 .364 .963
ptang? 310.2000 792.062 518 .962
Prealia8 310.2250 788.435 612 .962
Prealia9 310.3000 782.267 .668 .962
PrealialO 310.5000 789.128 575 .962
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Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Prealiall 310.0000 796.718 516 .962
Prealial2 310.3750 784.446 .529 .962
Prealial3 310.2000 792.267 .539 .962
Prealiald 310.2000 785.754 .704 .962
Press15 310.3000 795.497 519 .962
Press16 310.3000 786.523 .599 .962
Press17 310.4000 789.682 .592 .962
Press18 310.1750 794.661 .500 .962
Press19 310.3250 795.558 .468 .962
Press20 310.3500 788.951 .518 .962
Press21 310.2000 793.190 .516 .962
PAssore22 310.3750 798.138 376 .963
PAssore23 310.1750 789.379 .529 .962
PAssore24 310.0500 795.792 480 .962
PAssore25 310.4000 787.015 .628 .962
PAssore26 310.6000 791.682 479 .962
PAssore27 310.2000 790.267 .561 .962
PAssore28 310.3750 792.804 482 .962
PAssore29 310.3750 786.958 513 .962
PAssore30 310.1250 789.907 531 .962
PEmpathy31 310.3000 794.472 .548 .962
PEmpathy32 310.4250 796.558 411 .962
PEmpathy33 310.3500 794.336 482 .962
PEmpathy34 310.3750 789.881 .526 .962
PEmpathy35 310.4000 789.990 .533 .962
PEmpathy36 310.2500 786.397 .612 .962
PEmpathy37 310.2500 792.859 571 .962
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Reliability Statistics

Cronbach's
Alpha N of Items
.856 7

Item-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if tem
Item Deleted Item Deleted | Total Correlation Deleted
Tangl 25.4500 13.536 .682 .826
Tang2 25.1500 16.079 496 .852
Tang3 25.4250 15.174 426 .864
Tang4 25.3000 14.472 .670 .830
Tang5 25.3000 13.549 .738 .818
Tang6 25.2500 13.936 .598 .840
Tang7 25.2750 13.179 .764 .813
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Reliability Statistics

Cronbach's

Alpha N of Items

.790 7
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ltem-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Relia8 26.0000 7.487 429 .780
Relia9 26.1500 7.156 .557 757
Relial0 26.1000 7.887 .306 .802
Reliall 25.8250 6.353 .592 .750
Relial2 25.9750 7.666 .509 767
Relial3 26.0250 6.692 .699 729
Relial4 25.8750 7.087 577 .753
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Reliability Statistics

Cronbach's
Alpha N of Items
.896 7

Item-Total Statistics

Cronbach's
Scale Mean if [Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Res15 26.2000 9.190 .790 .869
Res16 26.1500 10.285 .684 .882
Res17 26.1750 10.404 .607 .891
Res18 26.1750 9.840 707 .880
Res19 26.1000 10.400 .700 .881
Res20 26.2750 9.794 .710 .879
Res21 26.0750 10.379 .702 .881
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Reliability Statistics

Cronbach's
Alpha N of Items
.907 9

Item-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected Iltem- | Alpha if ltem
Item Deleted Item Deleted | Total Correlation Deleted
Assure22 35.0500 19.023 .638 .900
Assure23 34.9000 18.708 715 .894
Assure24 34.9000 18.041 792 .888
Assure25 35.1000 19.118 .597 .903
Assure26 35.0250 17.871 754 .891
Assure27 35.0000 18.462 .685 .896
Assure28 35.2750 18.307 .635 .901
Assure29 34.9000 19.118 .686 .896
Assure30 34.8500 19.464 671 .898
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Reliability Statistics

Cronbach's

Alpha N of Items

.894 7
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Item-Total Statistics

Cronbach's
Scale Mean if [Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Empathy31 25.9500 11.741 .639 .885
Empathy32 26.1750 11.687 .680 .880
Empathy33 26.0250 11.051 .768 .869
Empathy34 26.1750 11.225 .702 .878
Empathy35 26.0750 11.917 .627 .886
Empathy36 25.9500 11.946 733 875
Empathy37 25.9000 11.938 729 .876
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Reliability Statistics

Cronbach's
Alpha N of Items
.834 7

ltem-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
Ptangl 24.7750 11.615 .520 .822
Ptang?2 24.7250 10.820 .648 .803
Ptang3 24.9000 10.041 .594 .813
Ptang4 24.9000 10.503 .697 .795
Ptang5 24.9500 11.126 .546 .818
Ptang6 24.9000 10.656 .553 .818
ptang7 24.7000 10.985 .560 .816
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Reliability Statistics

Cronbach's
Alpha N of Items
.876 7

Item-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected Iltem- | Alpha if ltem
Item Deleted Item Deleted | Total Correlation Deleted
Prealia8 25.2750 12.512 725 .850
Prealia9 25.3500 11.413 .832 .833
Prealial0 25.5500 12.613 .673 .857
Prealiall 25.0500 14.305 .488 .878
Prealial2 25.4250 11.738 .620 .869
Prealial3 25.2500 13.269 .593 .867
Prealiald 25.2500 12.705 716 .852
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Reliability Statistics

Cronbach's

Alpha N of Items

.879 7
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Item-Total Statistics
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Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if ltem
Item Deleted Item Deleted | Total Correlation Deleted
Press15 25.1000 12.092 .653 .863
Press16 25.1000 10.605 778 .845
Press17 25.2000 11.344 713 .854
Press18 24.9750 12.435 511 .879
Press19 25.1250 11.907 .619 .866
Press20 25.1500 11.003 .646 .865
Press21 25.0000 11.333 734 .852
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Reliability Statistics

Cronbach's
Alpha N of Items
.894 9
Item-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
PAssore22 33.5000 22.718 .586 .888
PAssore23 33.3000 22.062 .606 .887
PAssore24 33.1750 23.071 .601 .887
PAssore25 33.5250 21.948 .683 .881
PAssore26 33.7250 21.435 .698 .879
PAssore27 33.3250 21.507 .769 .874
PAssore28 33.5000 22.000 .661 .882
PAssore29 33.5000 20.821 .678 .882
PAssore30 33.2500 22.038 .630 .885
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Reliability Statistics

Cronbach's
Alpha N of ltems
.862 7
Item-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted [ Total Correlation Deleted
PEmpathy31 24.8000 11.549 645 841
PEmpathy32 24.9250 11.558 .515 .858
PEmpathy33 24.8500 11.105 647 .840
PEmpathy34 24.8750 10.676 .644 .840
PEmpathy35 24.9000 10.913 .607 .846
PEmpathy36 24.7500 10.141 77 .820
PEmpathy37 24.7500 11.628 .596 .847
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Group Statistics

Std. Errar
Gender i} Mean Std. Deviation Mean
totalPre male 205 43427 61154 03573
female 195 42348 60119 04305

Independent Samples Test

Levene's Test for Equality of
Variances testfor Equality of Means

95% Confidence Interval of the
Diffarence
Mean Std. Error
F Sig 1 dr Sig. (3-tailed) Diffarence Difference Lower Upper

totalPre  Equal variances 7.297 007 1.937 eel} 053 10793 05572 -00182 21747
assumerd

Egual variances not 1.929 381.258 054 10793 05585 -00207 21793
assumed

M319WuINdl A 2 wamsnagouauNAgILA 2 019V 1FUTMINUANANAUTIANUAIAKE TS

Tugamwusmsnuanany

ANOVA
totalPre
Sum of
Sguares df Mean Square F Sig.
Between Groups 1.074 4 2649 8549 4849
Within Groups 123588 395 313
Total 124 663 395

MSIWUINT A 3 wamsnadoUANUATILA 3 sauMsAnIvedlFusmsiuanaiaiu

uanuman e lugunIMuIMINUAnNA1anY

ANOVA
totalPre
Sum of
Squares df Mean Sguare F Sig.
Between Graups 2.008 3 BB 21588 0492
Within Groups 122.658 396 310
Taotal 124.663 299
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ANOVA
totalPre
Sum of
Souares of Mean Square F Siiy.
Between Groups 3.7490 4 947 3.0496 016
Within Groups 120873 3495 306
Total 124 663 3494
Multiple Comparisons
totalPre
LSO
5% Confidence Interval
Mean
Difference (-
{0 ocyps L ocung Jl Std. Error Sig. Lower Bound | Upper Bound
WhLSU W SUSIA1T - 26482 08073 004 - 4432 -.0864
WL LB =227 Ara0s 003 -3r44 -0798
gﬁﬁaﬁ'ﬂucﬁ -12922 03839 145 -.3030 0444
ETC -05814 169497 716 - 3726 2863
ST whisow JR487 09073 004 0864 4432
WL LD 2 03r449 nso0o 40 -1198 14948
gﬁﬁoﬁﬂumﬁ 13561 09263 144 04645 31FT
ETC 20667 16235 204 -1124a 5258
W AR WRSow 22734 07505 o3 0798 3740
SU512TS -037449 .0gooo 640 -14948 1188
5ﬁﬁ0ﬁ1umﬁ 09812 0r734 205 -05349 24602
ETC 16918 15414 273 -13349 4722
sIfadILEn  WhEE 12922 088349 145 -0445 3030
SUS12TS - 13561 09263 144 -MTT 0464
WL LD 2 -09812 0rvid 205 -.2502 0539
ETC 07106 16108 EA8 - 2456 3877
ETZ wnLssw 05814 169497 716 -.2563 ATI6
Shg1eFs - 20667 16235 204 - 5258 124
WLl LBz - 16918 15414 273 - 4732 1334
sIfEIUEN - 07106 16108 a8 - 3877 2456

* The mean difference is significant atthe 0.05 level.
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AMOVA
fotalPre
Surn of
Sguares of mean Sguare F Sig.
Between Groups 1.976 3 659 2126 086
Within Groups 122687 396 30
Total 124 663 3849

D.
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ANOVA
tatalPre
Sum of
Sguares f Mean Sguare F Sin.
Between Groups 139 3 046 148 A3
Within Groups 124,524 396 314
Total 124 663 398
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Group Statistics
8t Error
Gender ) Mean Std. Deviation Mean
10talPOST  male 205 4.2273 53478 03735
female 195 41188 63703 04275
Independent Samples Test
Levene's Test for Eguality of

Wariances Hestfor Equality of Means

85% Canfidence Interval of the
Difference
Mean Std. Error
F Sig. 1 df Sig. (3-tailed) Difference Difference Lawer Upper
10talPOST  Equal variances 2107 .ora 1.0917 elets) 056 10854 05662 -00rT 21984
assumed
Equal variances not 1.912 | 388127 057 10854 05677 -.00z08 22016
assumed
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ANOVA
totalPOST
Sum of
Sguares of Mean Square F Sig.
Betweean Groups 3.555 3 1.185 3.750 011
Within Groups 126114 396 316
Total 128670 2649

Post Hoc Tests

Multiple Comparisons

totalPOST
LSD
95% Confidence nterval
Mean
Difference (-
o Age G0 Age ) Std. Errar Sig. Lower Bound | Upper Bound
18-25 26-35 04447 07183 536 -.0867 18587
3B-45 -1815% 07587 012 -.3407 -0424
46up -.0BA05 09589 498 - 2536 1235
26-35 15-25 -.04447 07183 536 -1857 0887
36-45 -.23600" 07363 oo - 3807 -0812
4Bup - 10952 09413 245 - 2846 0755
36-45 15-25 A9157 07587 012 0424 3407
2B-35 236007 07363 om 0412 3807
4BUp 12648 09725 184 -0647 MTFT
46Up 15-25 06505 09589 498 -1235 2536
26-35 10852 08413 245 -0755 2846
36-45 - 12648 09725 194 - HTT 0647

* The mean difference is significant at the 0.05 level.
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ANOVA
fotalPO ST
Surm of
Sruares of Mean Square F Sig.
Between Groups 2A71 3 857 2693 046
Within Groups 126.098 396 Reil-]
Total 128.670 389
Post Hoc Tests
Multiple Comparisons
totalP 08T
LSO
95% Confidence Interval
Ml ean
Difference (-
)] Equcatinn (0 Edycation )} St Error S, Lower Bound | Upper Bound
dnmuSwyRs USwaes 5717 08114 432 - 1024 2168
UStinn -.09g0v 09562 306 -.2861 .08s9
UStutuLen - 331186 2017 A0 - P77 {0654
G NaTal- 0 L Tl e - 05717 08114 482 - 2168 1024
UStnn -15523 071456 0 -.2959 -.0146
USTufuLen 38837 19148 043 - 7648 -.0119
USTURNTN R EL L e ] 09807 09562 306 -.0899 .2861
USanag 16523 07156 31 0146 2959
USfufunLen -.23310 19803 240 - 6224 1862
UauuILan A1NUE RIS 33116 20171 101 -.0654 T2TT
USanas 38837 10148 043 o11a 7B48
USTUEUTTH 23310 19803 240 - 1562 B224

* The mean difference is significant atthe 0.05 level.
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AHNOVA
totalPOST
Sum of
Souares df hean Sguare F Sig.
Between Groups 5.524 4 1.382 4.434 .oz
Wiiithin Groups 123141 385 32
Total 128.670 ele]
Multiple Comparisons
totalPOST
LSD
95% Confidence Interval
Mean
Difference (-
I ocyps L Qcyng i) Std. Errar Sig. Lower Bound | Upper Bound
Whlayk SUTIAS 09692 09158 2 -.0e: 2770
WL LD -.16858" 0rara 028 -.3145 -.0166
5ﬁﬁaﬁ1umﬁ S202416" .08a 024 -.37T8 -.0268
ETC 12427 6146 442 -1932 A417
SUs1EnS whLgoum -.09632 081458 2m -2770 0831
W], 12N - 26248 .0Bova oot - 4212 - 1037
FTfaE 1w -.20908 09349 il - 4829 - 1153
ETC 02735 JB387 868 -.2948 3495
Wl DR WALSo 16555 07575 029 016 3145
SU1En1S 26248 .0gora 001 037 4212
5?ﬁ0ﬁ1u0ﬁ -.03661 .oraog 639 -.1901 1168
ETC 28932 165468 063 -.1M60 89487
safiod1we  Whdou 0B 08921 0z4 0268 a77h
SUFrEMAT 20908 08349 oot 1153 4829
W], 1ONY W 03661 .0ranea 6349 - 1168 801
ETC 32643 6256 045 0o6a G460
ETC whLgon - 12427 6146 442 - 4417 1832
SUTTEMIS -02735 6387 868 -.3485 2948
W, LDNYW -.28982 15558 063 -.5957 0180
5ﬁﬁaﬁ1umﬁ - 376473 16256 0445 - 6460 -.0068

* The mean difference is significant at the 0.05 level.
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ANOVA
totalPOST
Surm of
Sguares df Mean Square F Sig.
Between Groups 2842 3 947 2.881 031
Within Groups 125828 396 318
Total 128.670 399
Post Hoc Tests
Multiple Comparisons
totalFOST
LSD
95% Confidence Interval
Mean
Difference (-
I Income Lhncome Al . Std. Error Sig. Lower Bound | Upper Bound
10000under 10000-25000 -.199494 074549 00sg - 3466 -.0833
25001-40000 -21126 08433 013 -3771 -.0455
40000up 20947 05962 036 - 4053 -.0136
10000-25000  10000under REEEES 07459 Rulit:s 04533 3466
25001-40000 -01133 07270 A8TE - 1543 A6
40000up -.00954 05000 916 - 1865 1674
25001-40000  10000under 21126 08433 013 0455 37T
10000-25000 01133 07270 876 -1316 14643
40000up 00178 09822 9845 -1913 19449
40000up 10000under 20947 05962 036 0136 4053
10000-25000 00854 05000 916 - 1674 1865
25001-40000 -.00179 09822 985 -19449 1913

* The mean difference is significant atthe 0.05 level.
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ANOVA
totalPOST
Surm of
Squares of hean Soquare F Sin.
Betiween Groups 334 3 113 344 740
Within Groups 128,331 396 324
Total 128.670 349y
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Paired Samples Statistics
Std. Errar
Mean I Std. Deviation Mean
Pair1  totaltang 43282 400 487932 028497
totalPTANG 42114 400 58478 02924
Paired Samples Correlations
I Correlation Sig
Pair1  totaltang & totalPTANG 400 387 oo
Paired Samples Test
Paired Differences
95% Confidence Interval ofthe
Difference
Std. Errar
Mean Std. Deviation Mean Lower Upper 1 df Sig, (2-tailed
Pair1  totaltang - totalPTANG 11674 64428 03221 05345 18012 3.624 34949 .00
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Paired Samples Statistics

Std. Errar
Mean I Stol. Deviation Mean
Fair1 totalrelia 4.3050 400 61873 03094
totalPRELIA 41975 400 61608 03080
Paired Samples Correlations
[+l Correlation Sig.
Fair1  totalrelia & totalPRELIA 400 .39 .ooo
Paired Samples Test
Paired Differences
95% Confidence Interval of the
Difference
Std. Error
Mean Std. Deviation Wean Lower Upper 1 df Sig. (2-tailed)
Pair1  totalrelia - totalPRELIA 0714 68130 .03407 04017 7411 3.145 399 00z
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Paired Samples Statistics
Std. Error
Mean il Std. Deviation Mean
Fair1  totalress 4.2804 400 63011 03151
totalPRESS 41432 400 B1468 03073
Paired Samples Correlations
[+ Correlation Sig.
FPair1  totalress &totalPRESS 400 368 ano
Paired Samples Test
Paired Differences
95% Confidence Interval ofthe
Difference
Stel. Errar
Mean Std. Deviation Mean Lower Upper t df Sig. (2-tailed;
Fair1  totalress - totalPRESS 13714 G9961 03493 (06837 20591 3.9 399 Rujifi}
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Paired Samples Statistics
Std. Error
hiean Il Std. Dewiation hiean
Pair1  totalassure 42892 400 60408 03020
totalPASSURE 4.20349 400 61246 03062
Paired Samples Correlations
I Carrelation Sig.
Pair1  totalassure & 400 423 i}
totalPASSURE
Paired Samples Test
Paired Differences
45% Confidence Interval ofthe
Difference
Std. Error
Mean Std. Deviation Mean Lovwer Upper 1 df Sing. (2-tailed)
Pair1  totalassure - 08528 BE362 03268 02103 14853 2609 399 .nog
totalPASSURE
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Paired Samples Statistics
Std. Error
Mean M Std. Deviation Wean
Pair1  totalempathy 42479 400 B3566 03178
tatalPEMPAT 411487 400 B8901 03445
Paired Samples Correlations
¥ Correlation Sig
Pair1  totalempathy & 400 349 ooo
totalPEMPAT
Paired Samples Test
Paired Differences
95% Confidence Interval ofthe
Difference
Std. Error
Mean Std. Deviation Mean Lovwer Upper 1 of Sig. (-tailed
Fair1  totalempathy - 13214 .7avon 037es 08773 20655 349 3949 .om
totalPEMPAT
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Paired Samples Statistics
Std. Errar
Mean i Std. Deviation Mean
Fair1  totalPre 4.2901 400 55896 02795
tatalPOST 41744 400 .8BT7EY 02838
Paired Samples Correlations
[+ Correlation Sig.
Pair1  totalPre & totalPOST 400 415 oon
Paired Samples Test
Paired Differences
95% Confidence Interval ofthe
Difference
Std. Error
Mean Std. Dieviation Mean Lionwver Upper t df Sig. (2-tailed)
Fair1  totalPre - totalPOST 11570 BOYES 03048 05577 17563 3.795 3499 oo
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