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Abstract

The Impact of Employees Empowerment on
Services Quality: The Moderating Role of
Enterprise Resource Planning System at

Jordanian Insurance Companies

Prepared by:
Ramzi Khader Yousef Al Ghool
Supervisor:

Prof. Samer Fawaz Alhawari

Date of Discussion: Amman 28/ 12 /2023

This study aimed to investigate the impact of employee empowerment
dimensions (authority delegation, employees culture, colledivism work,
independence, and freedom of choice) on service quality dimensions
(Tangibility, Reliability, Responsiveness, Credibility, and Empathy) at
Jordanian insurance companies, the presence of Enterprise Resource
Planning System (ERPs) as a moderating variable. The perspective
considered was that of top and middle-level managers in these companies.

The study included a population of (21) Jordanian insurance companies,
with a sample of (300) employees selected through proportional stratified
sampling. The units of analysis were employees at the top management
level (Manger and Assistant Manager) and middle management (Section
Heads, and Administrative Staff) in the insurance companies, the study
adopted a descriptive-analytical methodology, following a descriptive-
inductive approach, and utilized a questionnaire as the primary data
collection tool. The data were analyzed using the Statistical Package for
Social Sciences (SPSS).

The results showed that the arithmetic averages for the employee
empowerment variables as a whole came at a moderate level of importance
from the sample’s point of view, and the (independence) variable came
first, then the (freedom of choice) variable came second, then the
(delegation of authority) variable came third, then the variable (Employee
culture) ranked fourth, and finally the variable (teamwork) came in fifth
place.



The study found a statistically significant impact of employee
empowerment on service quality in Jordanian insurance companies,
Moreover, the study revealed an impact of Enterprise Resource Planning
System (ERPSs) in enhancing the effect of employee empowerment on
service quality at Jordanian insurance companies. The study recommends
that Jordanian insurance companies recognize the level of employee
empowerment and the importance of the Enterprise Resource Planning
System (ERPs), which reflects on the quality of insurance services
provided.

The study also emphasizes the importance of implementing an employee
empowerment approach in the field of service quality to contribute to
enhancing companies' ability to provide insurance services to customers by
improving the quality aspects of these insurance services.

Keywords: Employee Empowerment, Service Quality, Enterprise Resources Planning
System (ERPs), Jordanian Insurance Companies.
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Frequenc Percent Valid Cumulative
Percent Percent
2 120 40.0 40.0 100.0
Frequency Percent Valid Percent Cumulative
Percent

Frequency Percent Valid Percent Cumulative

Percent

Frequency Percent Valid Percent Cumulative

Percent

)yl
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Exp
Frequency  Percent Valid Cumulative
Percent Percent
Vali 1 39 13.0 13.0 13.0
d 2 85 28.3 28.3 41.3
3 64 21.3 21.3 62.7
4 112 37.3 37.3 100.0
Tot 300 100.0 100.0
al
sl slasy)
Descriptive Statistics
N Mean Std. Deviation
ql 300 2.49 962
q2 300 291 1.119
q3 300 2.57 1.014
q4 300 2.66 1.052
a5 300 2.79 1.082
q6 300 2.85 1.136
q7 300 2.83 1.133
auth_deleg 300 2.7310 .83106
q8 300 2.60 992
q9 300 2.68 1.040
ql0 300 2.87 1.076
qll 300 2.71 1.130
ql2 300 2.64 1.080
ql3 300 2.48 990
qld 300 2.81 1.024
employ_cul 300 2.6843 .86538
ql5 300 2.59 1.137
ql6 300 2.59 1.111
ql7 300 2.76 1.172
ql8 300 2.61 1.102
ql9 300 2.53 1.172
q20 300 2.77 1.059

g21 300 2.82 1.077



group_work
022
023
g24
925
026
g27
028
independence
029
g30
g31
g32
033
g34
g35
freedom_choice
Empowering_employees
g36
g37
g38
g39
g40
041
042
tangebility
043
44
g45
046
47
048
049
reliability
g50
g51
052
053

300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
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2.6657
2.78
3.24
3.30
3.09
3.15
3.05
2.88

3.0690
2.82
2.73
2.56
2.77
2.72
2.81
2.75

2.7367

2.7773
2.63
2.42
2.28
2.39
2.50
2.64
2.44

2.63042
2.09
2.24
2.38
2.30
2.36
2.29
2.31

2.2824
2.46
2.32
2.32
2.38

97758
1.173
1.199
1.157
1.123
1.203
1.117
1.107

.98167
1.020
1.084
1.002

976
1.022
1.120
1.113

.86363

79112
1.053
1.023

.933
1.011
1.017
1.155
1.015

777184

924

941
1.023

.835
1.059
1.033
1.192

.82661
1.163
1.130
1.114
1.003



g54
055
056
responsive
g57
058
059
g60
g61
062
063
credibility
g64
g65
66
g67
68
069
q70
empathy
services_quality
q71
q72
q73
q74
q75
q76
qr7
q78
q79
g80
g8l
082
ERP
Valid N (listwise)

300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300
300

176

2.29
2.55
2.56
2.4133
2.32
2.44
2.30
2.27
2.43
2.79
2.40
2.4195
2.36
2.43
2.38
2.51
241
2.49
2.45
2.4333
2.4358
2.58
2.77
2.65
2.62
2.60
2.67
2.66
2.63
2.49
2.60
2.68
2.67
2.6364

1.110
1.082
.998

92621

.969
.985
.859
.908
921
1.198
1.069

.79594

1.026
1.062
1.074
1.016
1.054
1.141
1.045

.88734
77398

1.013
1.029
1.019
1.003
.940
1.025
.998
1.109
1.010
1.047
1.016
1.124

91324
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1ol a5 gl
One-Sample Kolmogorov-Smirnov Test
aut freed
h d emp grou inde om_ tang relia cred em
ele loy_ p_w pend choic ebili bilit respo ibilit pat
g cul ork ence e ty y nsive y hy ERP
N 300 300 300 300 300 300 300 300 300 300 300
Normal Mea 2.7 2.68 266 3.06 273 263 228 2413 241 24  2.6364
Parameters®” n 310 43 57 90 67 042 24 3 95 333
Std. .83 .865 .977 .981 .863 .777 .826 .9262 .795 .88  .91324
Devi 106 38 58 67 63 184 61 1 94 734
ation
Most Extreme Abso .08 .138 .128 .085 .082 .106 .114 .130 .127 .08 105
Differences lute 3 4
Posit .08 .138 .128 .085 .082 .106 .114 .130 .127 .08 105
ive 3 4
Nega - - - -079 -060 - - -064 - - -.048
tive .05 .071 .065 .058 .063 .080 .05
3 3
Test Statistic .08 .138 .128 .085 .082 .106 .114 .130 .127 .08 105
3 4
Asymp. Sig. (2- .00 .000 .000 .000° .000° .000 .000 .000° .000 .00 .000°
tailed) oc ¢ ¢ ¢ ¢ ¢ Q°
a. Test distribution is Normal.
b. Calculated from data.
c. Lilliefors Significance Correction.
P Flg S
1Olalall (s
Reliability Statistics
Cronbach's Alpha N of Items
974 35
sddaleal) (yaay od
Reliability Statistics
Cronbach's Alpha N of Items
.889 7
s Cralalal) 4385

Reliability Statistics
Cronbach's Alpha
922 7

N of ltems

s taall Jand)
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Reliability Statistics
Cronbach's Alpha N of Items
948 7

Reliability Statistics
Cronbach's Alpha N of Items
936 7

Reliability Statistics
Cronbach's Alpha N of Items
921 7

Reliability Statistics
Cronbach's Alpha N of Items
978 35

Reliability Statistics
Cronbach's Alpha N of Items
918 7

Reliability Statistics
Cronbach's Alpha N of Items
919 7

Reliability Statistics
Cronbach's Alpha N of Items
937 7

Reliability Statistics
Cronbach's Alpha N of Items
929 7

s ADELLY)

: JEAY) By a

scbaadll 33 52

-

A galall

-Agalaie Y

i)
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A8l aaal)
Reliability Statistics
Cronbach's Alpha N of Items
907 7
ERP

Reliability Statistics
Cronbach's Alpha N of Items

976 12



180

Correlations

auth_deleg employ cul group work independence freedom_choice Empowering_employees

auth_deleg Pearson 1 .839™ 733" 662" 564" 862"
Correlation
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
employ_cul Pearson .839™ 1 .834™ .709™ .693™ .928™
Correlation
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
group_work Pearson 733" .834™ 1 658" 766" 914™
Correlation
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
independence Pearson 662" .709™ .658"™ 1 618" .840™
Correlation
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
freedom_choice Pearson 564" .693™ .766™ 618" 1 831"
Correlation
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
npowering_employees  Pearson 862" .928™ .914™ .840™ 831" 1
Correlation
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300

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

G Bl Y Jalaa

tangebilit reliabilit responsiv credibilit empath services_qualit

y y e y y y
tangebility Pearson 1 T74™ .846™ 784" 776" .908™
Correlatio
n
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
reliability Pearson 774 1 .818™ 7607 7727 .898™
Correlatio
n
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
responsive Pearson .846™ .818™ 1 843" 801" 941™
Correlatio
n
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
credibility Pearson 784™ .760™ 843" 1 857" .924™
Correlatio
n
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
empathy Pearson 776" T727 .801™ 857" 1 .918™
Correlatio
n
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300
services_qualit Pearson  .908™ .898™ .941™ 924" 918" 1
y Correlatio
n
Sig. (2- .000 .000 .000 .000 .000
tailed)
N 300 300 300 300 300 300

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



Coefficients?

Model

1 auth_deleg
employ_cul
group_work
independence

freedom_choice
ERP
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Collinearity Statistics

Tolerance

275
77
215
449
.362
373

a. Dependent Variable: services_quality

Regression

Descriptive Statistics

d Mean

services_quality 2.4358

auth_deleg 2.7310
employ_cul 2.6843
group_work 2.6657

independence 3.0690
freedom_choice 2.7367

Std.
Deviation

77398
.83106
.86538
97758
.98167
.86363

VIF
3.631
5.654
4.649
2.228
2.759
2.681

300
300
300
300
300
300

Correlations

S| PERA P RPN

st oY) A ) A i)

services_qua auth_del employ_  group_w independe freedom_ch
lity eg cul ork nce oice
Pearson services_qua 1.000 .627 .674 764 496 715
Correlati lity
on auth_deleg .627 1.000 .839 733 662 564
employ_cul 674 .839 1.000 .834 .709 693
group_work .764 733 .834 1.000 .658 .766
independenc .496 .662 .709 .658 1.000 .618
e
freedom_ch 715 .564 .693 .766 .618 1.000
oice
Sig. (1- services_qua .000 .000 .000 .000 .000
tailed) ity
auth_deleg .000 .000 .000 .000 .000
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employ_cul .000 .000 : .000 .000 .000
group_work .000 .000 .000 . .000 .000
independenc .000 .000 .000 .000 . .000
e
freedom_ch .000 .000 .000 .000 .000
oice

N services_gua 300 300 300 300 300 300
lity
auth_deleg 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300
group_work 300 300 300 300 300 300
independenc 300 300 300 300 300 300
e
freedom_ch 300 300 300 300 300 300
oice

Model Summary®

Change Statistics
Std. Error R
R Adjusted of the Square F Sig. F  Durbin-
Model R Square R Square Estimate Change Change dfl df2 Change Watson
1 .802* .644 .638 46599 644  106.167 5 294 .000 2.057

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
b. Dependent Variable: services_quality

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 115.271 5 23.054 106.167 .000°
Residual 63.842 294 217
Total 179.113 299

a. Dependent Variable: services_quality
b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work,
employ_cul
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Coefficients?
Standardize
Unstandardize d
d Coefficients Coefficients

95.0%
Confidence
Interval for B

Lowe

Correlations

r Upper Zero
Std. Boun Boun -  Partia
Model B Error Beta t Sig. d d order | Part
1  (Constant) 480  .106 453 .00 .272 .688
8 0
auth_deleg 194 .061 .209 3.16 .00 .074 315 .627 .182 .11
8 2 0
employ _cul -.019 .074 -.021 -258 .79 -164 126 .674 -015 -
6 .00
9
group_work  .357  .057 451 6.23 .00 .244 470 .764 342 21
4 0 7
independence -.113 .041 -.143 - .00 -193 -032 .49 -159 -
275 6 .09
3 6
freedom_choic .318  .051 .355 6.28 .00 .218 417 715 344 21
e 8 0 9
a. Dependent Variable: services_quality
Residuals Statistics?
Minimum Maximum Mean Std. Deviation N
Predicted Value 1.2177 4.1449 2.4358 .62090 300
Residual -1.40803 1.32319 .00000 46208 300
Std. Predicted Value -1.962 2.753 .000 1.000 300
Std. Residual -3.022 2.840 .000 .992 300

a. Dependent Variable: services_quality
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sl g 5l A
Regression
Descriptive Statistics
Mean Std. Deviation N
tangebility 2.63042 77184 300
auth_deleg 2.7310 .83106 300
employ_cul 2.6843 .86538 300
group_work 2.6657 97758 300
independence 3.0690 .98167 300
freedom_choice 2.7367 .86363 300
Correlations
tangebili auth_del employ ¢ group_wo independen freedom_ cho
ty eg ul rk ce ice
Pearson  tangebility 1.000 559 .651 750 471 762
Correlati  auth_deleg .559 1.000 .839 733 662 .564
on employ_cul .651 .839 1.000 .834 .709 .693
group_work .750 733 .834 1.000 .658 .766
independence 471 .662 .709 .658 1.000 .618
freedom_cho  .762 .564 .693 .766 618 1.000
ice
Sig. (1-  tangebility : .000 .000 .000 .000 .000
tailed)  auth_deleg .000 : .000 .000 .000 .000
employ_cul .000 .000 . .000 .000 .000
group_work  .000 .000 .000 : .000 .000
independence  .000 .000 .000 .000 : .000
freedom_cho  .000 .000 .000 .000 .000
ice
N tangebility 300 300 300 300 300 300
auth_deleg 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300
group_work 300 300 300 300 300 300
independence 300 300 300 300 300 300

freedom_cho 300 300 300 300 300 300
ice




186

Model Summary®
Change Statistics
Std. Error R
R Adjusted of the Square F Sig. F  Durbin-
Model R Square R Square Estimate Change Change dfl df2 Change Watson

1 .813* .661 .655 456663 661 114404 5 294 .000 1.975

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
b. Dependent Variable: tangebility

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 119.290 5 23.858 114.404 .000°
Residual 61.311 294 .209
Total 180.601 299

a. Dependent Variable: tangebility

b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work,
employ_cul

Coefficients?

Standardize 95.0%

Unstandardize d Confidence
d Coefficients Coefficients Interval for B Correlations

Lowe
r Upper Zero
Std. Boun Boun -  Partia

Maodel B Error Beta t Sig. d d order | Part

1 (Constant) 712 104 6.87 .00 .508 .916

0 0

auth_deleg  .062  .060 .067 1.03 .30 -.056 .181 .559 .060 .03
6 1 5
employ cul .030 .072 .033 412 68 -112 172 651 .024 .01
0 4
group_work  .323  .056 406 575 .00 .213 434 750 .318 .19
8 0 6
independence -.134  .040 -.169 - .00 -213 -055 .471 -191 -
333 1 A1
1 3
freedom_choic .445  .050 494 897 .00 .347 542 762 .464 .30
e 4 0 5

a. Dependent Variable: tangebility
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Residuals Statistics®

Minimum Maximum Mean Std. Deviation N
Predicted Value 1.35949 4.42837 2.63042 .631634 300
Residual -1.003268 1.686549 .000000 452828 300
Std. Predicted Value -2.012 2.847 .000 1.000 300
Std. Residual -2.197 3.693 .000 .992 300

a. Dependent Variable: tangebility

gl A ) Ay i)

Regression
Descriptive Statistics
Mean Std. Deviation N
reliability 2.2824 .82661 300
auth_deleg 2.7310 .83106 300
employ_cul 2.6843 .86538 300
group_work 2.6657 97758 300
independence 3.0690 .98167 300
freedom_choice 2.7367 .86363 300
Correlations
reliabili auth_del employ ¢ group_wo independen freedom choi
ty eg ul rk ce ce
Pearson reliability 1.000 .565 .560 .648 .354 .621
Correlatio  auth_deleg .565 1.000 .839 .733 .662 564
n employ_cul .560 .839 1.000 .834 .709 .693
group_work .648 733 .834 1.000 .658 .766
independence .354 .662 .709 .658 1.000 .618
freedom_choic  .621 564 .693 .766 .618 1.000
e
Sig. (1- reliability . .000 .000 .000 .000 .000
tailed) auth_deleg .000 . .000 .000 .000 .000
employ_cul .000 .000 . .000 .000 .000
group_work .000 .000 .000 . .000 .000
independence .000 .000 .000 .000 . .000
freedom_choic .000 .000 .000 .000 .000 .
e
N reliability 300 300 300 300 300 300
auth_deleg 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300
group_work 300 300 300 300 300 300
independence 300 300 300 300 300 300

freedom_choic 300 300 300 300 300 300
e
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Model Summary®
Change Statistics

Std. Error R
R Adjusted of the Square F Sig. F  Durbin-
Model R Square R Square Estimate Change Change dfl df2 Change Watson
1 722 521 513 57699 521 63935 5 294 .000 1.945

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
b. Dependent Variable: reliability

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 106.425 5 21.285 63.935 .000°
Residual 97.878 294 333
Total 204.303 299

a. Dependent Variable: reliability

b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work,
employ_cul

Coefficients?

95.0%
Unstandardized Standardized Confidence
Coefficients  Coefficients Interval for B Correlations
Std. Lower Upper Zero-

Model B Error Beta t Sig. Bound Bound order Partial Part

1  (Constant) 482 131 3.678 .000 .224 .740
auth_deleg .368  .076 .370 4842 .000 .218 518 .565 .272 .195
employ cul -128 .091 -134 - .160 -308 .051 .560 -.082 -
1.409 .057
group_work  .317  .071 375 4.467 .000 .177 456 .648 .252 .180
independence -.241  .051 -.287 - .000 -341 -141 354 -267 -
4,757 192
freedom_choice .379  .063 .396 6.047 .000 .255 502 .621 .333 .244

a. Dependent Variable: reliability
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Residuals Statistics?

Minimum Maximum Mean Std. Deviation N
Predicted Value 1.0180 3.9474 2.2824 .59660 300
Residual -1.35523 1.55339 .00000 57215 300
Std. Predicted Value -2.119 2.791 .000 1.000 300
Std. Residual -2.349 2.692 .000 992 300

a. Dependent Variable: reliability

LAY Lo Al Lo il

Regression
Descriptive Statistics
Mean Std. Deviation N
responsive 2.4133 92621 300
auth_deleg 2.7310 .83106 300
employ_cul 2.6843 .86538 300
group_work 2.6657 97758 300
independence 3.0690 .98167 300
freedom_choice 2.7367 .86363 300
Correlations
responsi auth_del employ ¢ group_wo independen freedom_choi
ve eg ul rk ce ce
Pearson responsive 1.000 .589 .621 .695 461 .679
Correlati  auth_deleg .589 1.000 .839 733 .662 .564
on employ_cul .621 .839 1.000 .834 .709 .693
group_work .695 733 .834 1.000 .658 .766
independence 461 .662 .709 .658 1.000 .618
freedom_choi .679 .564 .693 .766 .618 1.000
ce
Sig. (1- responsive . .000 .000 .000 .000 .000
tailed) auth_deleg .000 . .000 .000 .000 .000
employ_cul .000 .000 . .000 .000 .000
group_work .000 .000 .000 . .000 .000
independence .000 .000 .000 .000 . .000
freedom_choi .000 .000 .000 .000 .000 .
ce
N responsive 300 300 300 300 300 300
auth_deleg 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300
group_work 300 300 300 300 300 300
independence 300 300 300 300 300 300

freedom_choi 300 300 300 300 300 300
ce
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Model Summary®
Change Statistics

Std. Error R
R Adjusted of the Square F Sig. F  Durbin-
Model R Square R Square Estimate Change Change dfl df2 Change Watson
1 .748* 559 551 .62045 b559 74460 5 294 .000 2.197

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
b. Dependent Variable: responsive

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 143.322 5 28.664 74.460 .000P
Residual 113.179 294 .385
Total 256.502 299

a. Dependent Variable: responsive

b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work,
employ_cul

Coefficients?

Standardize 95.0%

Unstandardized d Confidence

Coefficients Coefficients Interval for B Correlations
Lowe Zero
r -

Sig Boun Upper orde Par
Model B  Std. Error Beta t : d Bound r Partial t

(Constant) .17 141 122 22 -105  .450

3 5 2

auth_deleg .27 .082 246 3.35 .00 .113 435 589 192 .13
4 3 1 0
employ cul - .098 -.048 - .60 -244 142 621 -.030 -
.05 519 4 .02
1 0
group_work .32 .076 341 423 .00 .173 473 695 240 .16
3 7 0 4
independenc - .055 -.138 - .01 -237 -022 461 -137 -
e 13 238 8 .09
0 0 2
freedom_cho .42 .067 397 6.32 .00 .293 b559 679 346 .24
ice 6 7 0 5

a. Dependent Variable: responsive
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Residuals Statistics?

Minimum Maximu Mean Std. Deviation N
m
Predicted 1.0151 4.3266 2.4133 .69234 300
Value
Residual -1.68756 1.8586 .00000 .61524 300
4
Std. Predicted -2.020 2.763 .000 1.000 300
Value
Std. Residual -2.720 2.996 .000 992 300

a. Dependent Variable: responsive

syl 1) e A dpua A1)
Regression
Descriptive Statistics
Mean Std. Deviation N
credibility 2.4195 .79594 300
auth_deleg 2.7310 .83106 300
employ_cul 2.6843 .86538 300
group_work 2.6657 97758 300
independence 3.0690 .98167 300
freedom_choice 2.7367 .86363 300
Correlations
credibili auth_del employ_c group_wo independen freedom_cho
ty eg ul rk ce ice
Pearson  credibility 1.000 576 .609 .700 492 .601
Correlati  auth_deleg 576 1.000 .839 733 .662 564
on employ_cul .609 .839 1.000 .834 .709 693
group_work .700 733 .834 1.000 .658 .766
independence  .492 .662 .709 .658 1.000 618
freedom_cho  .601 564 .693 .766 .618 1.000
ice
Sig. (1-  credibility : .000 .000 .000 .000 .000
tailed)  auth_deleg .000 : .000 .000 .000 .000
employ_cul .000 .000 : .000 .000 .000
group_work  .000 .000 .000 . .000 .000
independence  .000 .000 .000 .000 . .000

freedom_cho  .000 .000 .000 .000 .000
ice



192

N credibility 300 300 300 300 300 300
auth_deleg 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300
group_work 300 300 300 300 300 300

independence 300 300 300 300 300 300
freedom_cho 300 300 300 300 300 300
ice

Model Summary®
Change Statistics

Std. Error R
R Adjusted of the Square F Sig. F  Durbin-
Model R Square R Square Estimate Change Change dfl df2 Change Watson
1 714 510 502 .56188 510 61199 5 294 .000 1.919

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
b. Dependent Variable: credibility

ANOVA?
Maodel Sum of Squares df Mean Square F Sig.
1 Regression 96.606 5 19.321 61.199 .000°
Residual 92.818 294 316
Total 189.424 299

a. Dependent Variable: credibility
b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
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Coefficients?
Standardize
Unstandardize d
d Coefficients Coefficients

95.0%
Confidence
Interval for B

Lowe

Correlations

r Upper Zero
Std. Boun Boun -  Partia
Model B Error Beta t Sig. d d order | Part
1  (Constant) 636  .128 498 .00 .385 .887
8 0
auth_deleg  .168 .074 175 226 .02 .022 314 576 .131 .09
9 4 3
employ_cul -.065 .089 -071 -735 .46 -240 109 .609 -.043 -
3 .03
0
group_work  .416  .069 511 6.02 .00 .280 .552 .700 .331 .24
1 0 6
independence -.011 .049 -014 -228 .82 -108 .086 .492 -013 -
0 .00
9
freedom_choic .156  .061 .169 255 .01 .036 .276 .601 .147 .10
e 2 1 4
a. Dependent Variable: credibility
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 1.2992 3.8511 2.4195 .56842 300
Residual -1.35435 1.55763 .00000 55716 300
Std. Predicted Value -1.971 2.519 .000 1.000 300
Std. Residual -2.410 2.772 .000 992 300

a. Dependent Variable: credibility
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—shanalal) de ) L il

Regression
Descriptive Statistics
Mean Std. N
Deviation
empathy 2.4333 .88734 300
auth_deleg 2.7310 .83106 300
employ_cul 2.6843 .86538 300
group_work 2.6657 97758 300
independence 3.0690 .98167 300
freedom_choice 2.7367 .86363 300
Correlations
empathy auth_deleg employ cul group_work independence freedom_choice
Pearson empathy 1.000 .586 .656 716 497 .624
Correlation  auth_deleg 586  1.000 .839 733 662 564
employ_cul .656 .839 1.000 .834 .709 693
group_work 716 733 .834 1.000 .658 .766
independence  .497 .662 .709 .658 1.000 618
freedom_choice .624 564 .693 .766 .618 1.000
Sig. (1- empathy : .000 .000 .000 .000 .000
tailed) auth_deleg .000 . .000 .000 .000 .000
employ_cul .000 .000 . .000 .000 .000
group_work .000 .000 .000 . .000 .000
independence  .000 .000 .000 .000 . .000
freedom_choice .000 .000 .000 .000 .000 .
N empathy 300 300 300 300 300 300
auth_deleg 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300
group_work 300 300 300 300 300 300
independence 300 300 300 300 300 300

freedom_choice 300 300 300 300 300 300
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MODEL SUMMARY?®

Mod R R Adjust Std. Change Statistics Durbi

el Squa edR Error R F df | df | Sig.F n-
re Square of the Squar | Chan 1 2 Chan Wats

Estima e ge ge on

te Chan
ge
1 .73 538 530 .60838 538 68.41 | 5 | 29 .000 2.179
3 1 4

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ cul

b. Dependent Variable: empathy

ANOVA?
Model Sum of df Mean Square F Sig.
Square
s
1 Regression 126.60 5 25.321 68.411 .000P
4
Residual 108.81 294 370
8
Total 235.42 299
2

a. Dependent Variable: empathy

b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
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Coefficients?
Standardize
Unstandardize d
d Coefficients Coefficients

95.0%
Confidence
Interval for B

Correlations

Lowe
r Upper Zero
Std. Boun Boun -  Partia
Model B Error Beta t Sig. d d order | Part
1  (Constant) 397 138 287 .00 .126 .669
7 4
auth_deleg ~ .100  .080 .094 124 21 -058 .258 .586 .073 .04
7 3 9
employ _cul .120 .096 117 124 21 -069 .309 .656 .072 .04
5 4 9
group_work  .406  .075 448 543 .00 .259 553 716 .302 .21
3 0 5
independence -.048 .053 -.053 -89 .37 -153 .057 .497 -052 -
1 .03
6
freedom_choic .185 .066 .180 280 .00 .055 .315 .624 .161 .11
e 0 5 1
a. Dependent Variable: empathy
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value 1.1602 4.1708 2.4333 .65071 300
Residual -2.16159 1.35454 .00000 60327 300
Std. Predicted Value -1.957 2.670 .000 1.000 300
Std. Residual -3.553 2.226 .000 992 300

a. Dependent Variable: empathy
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A A ) dpa i)

Regression
Descriptive Statistics
Mean Std. Deviation N
services_quality 2.4358 77398 300
auth_deleg 2.7310 .83106 300
employ_cul 2.6843 .86538 300
group_work 2.6657 97758 300
independence 3.0690 .98167 300
freedom_choice 2.7367 .86363 300
ERP 2.6364 .91324 300
Correlations
services_qualit employ_cu group_wor freedom_choic
y auth_deleg I k independence e ERP
Pearson  services_qualit 1.000 .627 .674 764 496 715 .826
Correlatio y
n auth_deleg .627 1.000 .839 733 .662 .564 .656
employ_cul 674 .839 1.000 .834 .709 .693 724
group_work 764 733 .834 1.000 .658 .766 759
independence 496 .662 .709 .658 1.000 .618 .582
freedom_choic 715 .564 .693 .766 .618 1.000 .684
e
ERP .826 .656 124 759 .582 .684 1.000
Sig. (1-  services_qualit . .000 .000 .000 .000 .000 .000
tailed) y
auth_deleg .000 : .000 .000 .000 .000 .000
employ_cul .000 .000 : .000 .000 .000 .000
group_work .000 .000 .000 : .000 .000 .000
independence .000 .000 .000 .000 . .000 .000
freedom_choic .000 .000 .000 .000 .000 . .000
e
ERP .000 .000 .000 .000 .000 .000
N services_qualit 300 300 300 300 300 300 300
y
auth_deleg 300 300 300 300 300 300 300
employ_cul 300 300 300 300 300 300 300
group_work 300 300 300 300 300 300 300
independence 300 300 300 300 300 300 300
freedom_choic 300 300 300 300 300 300 300

e
ERP 300 300 300 300 300 300 300
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Model Summary*®
Change Statistics

Std. Error R
R Adjusted of the Square F Sig. F  Durbin-
Model R Square R Square Estimate Change Change dfl df2 Change Watson
1 .802* .644 .638 46599 644  106.167 5 294 .000
2 .869" 754 749 .38746 JA11 132266 1 293  .000 2.211

a. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul
b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work, employ_cul,
ERP

c. Dependent Variable: services_quality

ANOVA?
Model Sum of df Mean Square F Sig.
Squares
1 Regression 115.271 5 23.054 106.167 .000°
Residual 63.842 294 217
Total 179.113 299
2 Regression 135.127 6 22.521 150.018 .000°
Residual 43.986 293 .150
Total 179.113 299

a. Dependent Variable: services_quality

b. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work,
employ_cul

c. Predictors: (Constant), freedom_choice, auth_deleg, independence, group_work,
employ_cul, ERP
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Coefficients?

Standardize 95.0%

Unstandardize d Confidence
d Coefficients Coefficients Interval for B Correlations

Lowe Zero
r  Upper -
Std. Boun Boun orde Partia

Model B Error Beta t Sig. d d r I Part

1 (Constant) 480  .106 4538 .00 .272 .688

0

auth_deleg  .194 .061 .209 3.168 .00 .074 315 .627 .182 .11
2 0
employ cul -019 .074 -.021 -268 .79 -164 126 .674 -015 -
6 .00
9
group_work  .357  .057 451 6.234 .00 .244 470 .764 342 21
0 7
independence -.113 .041 -.143 -2.753 .00 -193 -032 .496 -159 -
6 .09
6
freedom_choic .318  .051 .355 6.288 .00 .218 417 715 344 21
e 0 9

2 (Constant) 371 .088 4,193 .00 .197 545

0

auth_deleg  .128  .051 137 2484 01 .026 .229 .627 .144 .07
4 2
employ cul -094 .062 -.105 -1.532 .12 -216 .027 .674 -089 -
7 .04
4
group_work .205  .049 .259 4,148 .00 .108 .302 .764 .235 .12
0 0
independence -.120 .034 -.152 -3.516 .00 -.187 -.053 .496 -201 -
1 10
2
freedom_choic .209  .043 233 4855 .00 .124 294 715 273 .14
g 0 1
ERP 462 .040 .545 1150 .00 .383 541 .826 .558 .33
1 0 3

a. Dependent Variable: services_quality
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Excluded Variables?

Model Beta In t Sig. Partial Collinearity
Correlation Statistics
Tolerance
1 ERP .545° 11.501 .000 558 373

a. Dependent Variable: services_quality

b. Predictors in the Model: (Constant), freedom_choice, auth_deleg, independence,
group_work, employ_cul

Residuals Statistics®

Minimu Maximu Mean Std. N
m m Deviation
Predicted Value 1.1310 4.0414 2.4358 .67226 300
Residual -1.02843 1.08262 .00000 .38355 300
Std. Predicted Value -1.941 2.388 .000 1.000 300
Std. Residual -2.654 2.794 .000 990 300

a. Dependent Variable: services_quality



