APPENDIX 2.
study

CUSTOMER S

Items forming the final solutions: The scales of the

ATISFACTION

We are very pleased with the products and services
provided by Wextra Oy.

We enjoy collaboring with Wextra Oy.

On an overall basis our experience with Wextra Oy. has
been positive

On an overall basis we are satisfied with this company

CUSTOMER RETENTION

To what extent would you do more business with Wextra
Oy. in the next few years?

How likely your company is to change Wextra Oy. to
another service provider?

Our company has considered changing Wextra to another
service provider

Do you have a long term view of the cooperation with
Wextra Oy.?

CUSTOMER ORIENTATION

Salespeople give accurate representations of what their
products will do for me

Salespeople try to get me to discuss my product needs
Salespeople try to influence me through information rather
than by pressure

Salespeople try to help me achieve my purchasing
objectives

Salespeople answer my questions about their products as
honestly as possible

Salespeople try to figure out what my needs are
Salespeople have my best interest as a customer in mind
Salespeople take a problem-solving approach in selling to
me

Salespeople will go as far as to disagree with me in order
to help me make a better purchase decision

Salespeople recommend the product best suited to solve
my problems

Salespeople try to provide for my organization’s
satisfaction

Salespeople try to find out which products would be most
helpful to me as a customer



SERVICE QUALITY
Wextra Oy has up-to-date equipment
The physical facilities of Wextra are visually appealing
The facility is in an easily accessible location

FLEXIBILITY
This supplier handles changes well
This supplier can easily adjust its inventories to meet
changes in our needs
This supplier is flexible in response to requests we make
TRUST
You can trust the employees of Wextra
You feel safe in your transactions with Wextra’s employees
Employees of Wextra are polite
COMMITMENT

| think Wextra is committed to my company as a customer
| feel my company gets special benefits for being a good
customer



APPENDIX 3. Factor solutions

Customer satisfaction and customer retention were entered together into
factor analysis. As it can be seen from table 1, especially customer

retention items were cross loading to wrong factor.

Table 1. Rotated initial factor solutions- customer satisfaction and customer retention

Variables Factor 1 Factor 2
Cs1 ,859

CS2 ,884

CS3 ,881

CS4 ,677 ,453
CS5 , 742

CR1 , 700 ,454
CR2 ,438 ,693
CR3 ,812
CR4 , 794
CR5 ,452 ,588
CR6 , 767 ,434
CR7 ,682

Eigenvalue 7,120 1,225
Percentage of Variance Explained 59,405 10,211
Cumulative Percentage of Variance Explained 59,405 69,616

In order to get two factors without cross loadings, items needed to be
removed. First, item CR6 was removed, as it loaded most strongly to
wrong factor. Table 2 presents the solutions after this reduction.

Table 2. Rotated second factor solutions- Customer satisfaction and customer retention

Variables Factor 1 Factor 2
Cs1 ,853

CS2 ,890

CS3 ,884

CS4 ,673 ,467
CS5 , 754

CR1 ,698 ,465
CR2 412 ,704
CR3 ,614
CR4 , 793
CR5 ,425 ,600
CR7 ,653

Eigenvalue 8,385 1,222
Percentage of Variance Explained 58,040 11,105

Cumulative Percentage of Variance Explained 58,040 69,154




After second factor analysis of customer satisfaction and customer
retention, still three customer retention (CR1, CR2 and CR5) and one
customer satisfaction item (CS4) were cross loading. Additionally, one
customer retention item (CR7) loaded only on customer satisfaction factor.
Thus, next step was to remove item CR7. The results, after this reduction

was made, can be seen in table 3.

Table 3. Rotated third factor solutions- Customer satisfaction and customer retention

Variables Factor 1 Factor 2
Cs1 ,858

CS2 ,892

CS3 ,886

CSs4 ,668 ,483
CS5 , 755

CR1 ,698 ,480
CR2 ,706
CR3 ,818
CR4 , 797
CR5 ,588
Eigenvalue 5,851 1,198
Percentage of Variance Explained 58,515 11,982
Cumulative Percentage of Variance Explained 58,515 70,497

After reducing item CRY7, still two items were cross loading, one from both
scales. As CR1 had stronger cross loading than CS4, it was removed
next. Results after reduction are presented in table 4.

Table 4. Rotated fourth factor solutions- Customer satisfaction and customer retention

Variables Factor 1 Factor 2
Cs1 ,859

CS2 ,893

CS3 ,885

CSs4 ,666 ,489
CS5 , 758

CR2 , 712
CR3 ,821
CR4 , 797
CR5 ,593
Eigenvalue 5,176 1,197
Percentage of Variance Explained 57,506 13,302

Cumulative Percentage of Variance Explained 57,506 70,808




After fourth factor analysis, item CS4 was still cross loading on customer
retention factor. Reduction of this item was the last one made for customer
satisfaction and customer retention items. Contrary to the expectations, all
the items did not load to their own factors. Item CR5 showed cross
loading. This cross loading was weaker than cross loading of item CS4 in
table 4, thus it was accepted.

Initial factor solutions for service quality and trust items are presented in
table 5.

Table 5. Rotated initial factor solutions- Service quality and trust

Variables Factor 1 Factor 2
SQ1 ,684 ,497
SQ2 , 770
SQ3 ,868
SQ4 , 790
SQ5 ,403 ,597
TRU1 ,852

TRU2 ,907

TRU3 ,867

TRU4 ,535 ,501
Eigenvalue 4,854 1,426
Percentage of Variance Explained 53,939 15,848
Cumulative Percentage of Variance Explained 53,939 69,787

Item SQ1 had the strongest cross loading and was thus removed. Table 6
presents the results after this reduction.

Table 6. Rotated second factor solutions- Service quality and trust

Variables Factor 1 Factor 2
SQ2 172
SQ3 ,874
SQ4 , 791
SQ5 ,606
TRU1 ,838

TRU2 ,906

TRU3 ,884

TRU4 ,545 ,514
Eigenvalue 4,200 1,418
Percentage of Variance Explained 52,503 17,726

Cumulative Percentage of Variance Explained 52,503 70,229




After second rotated factor analysis SQ5 loaded only to its own factor, but
TRU4 was still cross loading. Next TRU4 was removed. Results after this
reduction are showed in table 7.

Table 7. Rotated third factor solutions- service quality and trust

Variables Factor 1 Factor 2
SQ2 , 762
SQ3 877
SQ4 ,801
SQ5 414 ,628
TRU1 ,850

TRU2 ,903

TRU3 ,883

Eigenvalue 3,708 1,418
Percentage of Variance Explained 52,969 20,254
Cumulative Percentage of Variance Explained 52,969 73,224

After TRU4 was removed, SQ5 has again cross loading to wrong factor.
Thus, there was a need to make third reduction. After SQ5 was extracted,
all the items left loaded to their own factors.

Last factor analyses were conducted with flexibility and commitment items.

Initial factor solutions of these constructs are presented in table 8.

Table 8. Rotated initial factor solutions- Flexibility and commitment

Variables Factor 1 Factor 2
FLE1 , 794 ,446
FLE2 ,876

FLE3 , 786

FLE4 ,851

COMM1 ,623 ,637
COMM2 ,448 , 753
COMMS3 ,889
COMM4 , 789
Eigenvalue 5,433 ,893
Percentage of Variance Explained 67,913 11,166
Cumulative Percentage of Variance Explained 67,913 79,079

Since item COMML1 had strongest cross loading, almost as strong as its
loading to its correct factor, it was removed. Second factor analysis with

these scales was conducted and its results are presented in table 9.



Table 9. Rotated second factor solutions- Flexibility and commitment

Variables Factor 1 Factor 2
FLE1 , 799 ,435
FLE2 ,882

FLE3 , 789

FLE4 ,856

COMM2 ,454 , 739
COMMS3 ,891
COMM4 ,805
Eigenvalue 4,680 ,889
Percentage of Variance Explained 66,855 12,705
Cumulative Percentage of Variance Explained 66,855 79,560

Same items as in the initial factor analysis, FLE1 and COMM2, were still
cross loading. Next item COMM2 was removed as its loading was stronger
than the other cross loading. Results after this reduction are presented in
table 10.

Table 10. Rotated third factor solutions- flexibility and commitment

Variables Factor 1 Factor 2
FLE1 ,814 424
FLE2 ,893

FLE3 , 785

FLE4 ,874

COMMS3 ,893
COMM4 ,830
Eigenvalue 4,058 ,832
Percentage of Variance Explained 67,639 13,860
Cumulative Percentage of Variance Explained 67,639 81,499

After second item reduction, item FLE1 was still loading to commitment
factor, and was hence reduced. This was the last reduction, since all the

items loaded to their own factors after FLE1 was extracted.



