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Latent variable

Irr~age

Expectations

Perceived quality

Percefved value

Satisfaction

Complaints

Loyalty

Ir>dicators

Q4A Itisa reliable operator
04B: Itis well established

Q4C Itgives a positive contnbution to society
Q4D: Itis corKerned about its customers

04E: Itis innovative and forward looking

Q5A: Expectations corKerning overall quality
QSB Expectations concerning the fulfilment of personal needs
Q5C Expectations concerning reiiabiity

Q6: Perceived overall quality

Q7A: Technical quality of the network
Q7B: Persorwil attention

Q7C: Quality of services provided

Q70: Diversity of products and services
Q7E: Product reliability

Q7F: Quakty of information provided
Q7G: Coverage of the network

QTO: Evaluation of price given quality
Q 11; Evaluation of quality given price

Q3: Overall satisfaaion
09: Fulfilment of expectations
Q16: Distance to the ideal company

Q1S; Complant handling
016: Expectations of complaint handlvig

Q1 Intention of remaining as a customer
Q1l7:Recommendation to colleagues and fnends
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