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1. Customer perspective
2. Internal processes perspective
3. Growth and Development Perspective
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Reliability Statistics

N of Ttems Cronbach's Alpha Based Cronbach's
on Standardized Items Alpha
11 .823 .859
N of Ttems Cronbach's A}pha Based Cronbach's
on Standardized Items Alpha
16 ' .819 . 811
N of Ttems Cronbach's Alpha Based Cronbach's
on Standardized Items Alpha
5 .836 .809
N of Ttems Cronbach's A.]pha Based on Cronbach's
Standardized Items Alpha
5 .843 824
A?;EZT‘;?; I(t:eonrlr-e"l?éigl Scale Variance if | Scale Mean if
Deleted Correlation Item Deleted Item Deleted
.874 .042 60.739 35.72 Q1
.867 217 57.405 36.06 Q2
.864 276 56.617 35.56 Q3
863 392 51.347 36.43 Q4
816 906 44.018 36.31 Q5
.866 282 55.154 36.53 Q6
.874 125 57.939 35.68 Q7
816 906 44.018 36.31 Q8
816 906 44.018 36.31 Q9
816 906 44.018 36.31 Q10
816 906 44.018 36.31 Q11
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Item-Total Statistics

Cronb_ach's Squa_red Corrected Scale Variance chle Mean

Alpha if Item Multlp!e Item—To_taI if ltem Deleted if Item

Deleted Correlation  Correlation Deleted
.834 215 .070 86.338 51.83 Q11
774 .969 .824 70.291 52.07 Q12
792 .835 542 74.854 51.64 Q13
.820 .250 112 82.739 52.22 Q14
779 912 773 72.190 51.92 Q15
793 .620 522 73.421 52.29 Q16
.823 507 .089 82.897 51.57 Q17
779 674 715 70.239 52.24 Q18
811 174 .238 81.012 51.21 Q19
.822 .196 .001 85.462 50.94 Q20
.846 436 217 90.009 51.64 Q21
774 .958 792 69.458 52.08 Q22
779 .938 726 71.267 52.03 Q23
787 .906 .647 74.194 51.56 Q24
776 972 746 69.379 52.21 Q25
794 .834 524 74.964 51.72 Q26

Item-Total Statistics

Cronpach's Squa_red Corrected Scale Variance chle Mean
Alpha if Item Multlp!e Item-ToﬁaI if Item Deleted if Item
Deleted Correlation  Correlation Deleted
713 . .821 11.342 14.19 Q27
931 . .070 15.264 15.44 Q28
713 . .821 11.342 14.19 Q29
722 . .739 9.858 14.53 Q30

17 . 779 11.007 14.25 Q31
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Item-Total Statistics

YYA

Cronbach's Squared Corrected Scale Variance Scale Mean

Alpha if Item Multiple Item-Total if ltem Deleted if Item

Deleted Correlation  Correlation Deleted
734 .798 .827 19.928 14.04 Q32
.876 .282 .363 22.474 13.57 Q33
.824 379 502 22.047 14.60 Q34
738 793 .823 20.291 14.07 Q35
763 .666 710 20.338 14.50 Q36
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:SPSS 15310 5 ;1 03wl U 3yl Cld 8 (903 (Y-

One-Sample Statistics

Std. Error Std.
Mean Deviation Mean N
91795 7.78903 39.7500 72 Ay
One-Sample Test
Test Value = 33
95% Confid_ence Interval _Mean Sig. (2- Jf t sl
of the Difference Difference  tailed) ol g 05, i
Upper Lower T
8.5803 4.9197 6.75000 .000 71 7.353
One-Sample Statistics
Std. Error Std.
Mean Deviation Mean N
1.12767 9.56862 52.9306 72 )
One-Sample Test
Test Value = 45
95% Confidence Interval of . iP5 028
Upper Lower SBb
10.1791 5.6820 7.93056 .000 71  7.033
One-Sample Statistics
Std. Error Std.
Mean Deviation Mean N
.66096 5.60844 17.6944 72 S
One-Sample Test
Test Value = 15
95% Confidence . »
: 5
Interval of the Mean Sig. (2- Jf t e::;h
Difference Difference  tailed) e
Upper Lower iy

4.0124 1.3765 2.69444 .000 71 4.077
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One-Sample Statistics

S5l a2 G55l 5 o9k

td. Error td.
> l(i/lean0 De\?igtion Mean N
48810 4.14164 18.2083 72 & o
One-Sample Test
Test Value = 15
95% Confidence
Interval of the Mean Sig. (2-  df e eyl 23
Difference Difference tailed) e (gL
Upper Lower
4,1816 2.2351 3.20833 .000 71  6.573

O3lge (53lkel )8 sl (il y (612 (o B (yg0 ] o :¥-£

Friedman Test

Ranks Mean Ranks
s S B s 3.89
S5k 5 18, 5 dng 3.11
Obyte gxianls,y g yo5) Lo 1.67
o @lie duwgs 5 A3, 1.49

Test Statisticsa

N

Chi-Square

187.171

df

Asymp. Sig.

a. Friedman Test
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