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Qualtiy r
Primary service 0.39**
Recharge service 0.27**
Conveneience 0.123**

r = 0.725** r = 0.218**

Expectations
r = 0.598**

Value Satisfaction Intention
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Qualtiy r
Primary service 0.692**
Recharge service 0.576**

r = 0.825** r = 0.179**

Expectations Satisfaction (stated)
r = 0.79** r = 0.719**

Value Satisfaction CSI Intention
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Qualtiy r
Primary service 0.692** r = 0.488**

Recharge service 0.576**

r = 0.825** r = 0.179**

Expectations Satisfaction (stated)
r = 0.79** r = 0.719**

Customer Care

Value Satisfaction CSI Intention
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Qualtiy r
Primary service 0.587**
Inconveneience 0.146*

Satisfaction Intention
r = 0.722** r = -0.191**

Expectations
r = 0.575**
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Qualtiy r
Primary service 0.77**

r = 0.823** r = -0.349**

Expectations Satisfaction (stated)
r = 0.859** r = 0.766**

Value Satisfaction CSI Intention
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Qualtiy r
Primary service 0.77** r = 0.731**

r = 0.823** r = -0.349**

Expectations Satisfaction (stated)
r = 0.859** r = 0.766**

Customer Care

Value Satisfaction CSI Intention
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Qualtiy r
Voice quality 0.495**
Conveneience 0.224**

Satisfaction Intention
r = 0.574** r = 0.309** (new handset/SIM)

Expectations
r = 0.605**
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Qualtiy r
Voice quality 0.711**

r = 0.754** r = 0.399** (new handset/SIM)

Expectations Satisfaction (stated)
r = 0.795** r = 0.745**

Value Satisfaction CSI Intention
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Qualtiy r
Primary service 0.583**
Conveneience 0.151**

r = 0.716** r = 0.233**

Expectations
r = 0.599**

Value Satisfaction Intention
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Qualtiy r
Primary service 0.822**

r = 0.852** r = 0.205**

Expectations Satisfaction (stated)
r = 0.844** r = 0.744**

Value Satisfaction CSI Intention
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Qualtiy r
Primary service 0.822** r = 0.571**

r = 0.852** r = 0.205**

Expectations Satisfaction (stated)
r = 0.844** r = 0.744**

Customer Care

Value Satisfaction CSI Intention
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