v w d Y Aa Y Jd A L (¥ (Y]
ﬂ'J1NET3JWHfﬁ’i$°Vi'J1QWE]ﬂﬂ’i'ﬁNﬂTﬁﬂl‘U!'J‘UUl"lfﬂ!ﬂ'iﬂ"lﬂﬂﬁ'\‘lﬂﬁ»lﬂ‘ll

ANMYAWUNNINVDINA

v da A
HNANMTHIN dUUANAAN A

a a d:: I3 J 4! = [y v LY a
InentinusiiluaruvtiavesmsanmmunangasiSyginmsdamsumaudia
MUNITINA U agMIIANS
uvIngnagmalulaggsus

Umsdnu 2554



RELATIONSHIPS BETWEEN SOCIAL NETWORK SITES

USAGE BEHAVIORS AND CUSTOMER ENGAGEMENT

Chadapa Anankittikul

A Thesis Submitted in Partial Fulfillment of the Requirements for
the Degree of Master of Management
Suranaree University of Technology

Academic Year 2011



v o d v a Y Jd A v (94 (Y
ﬂ'ﬂNﬁN‘W‘Hﬁi%‘H’J1QWq{ﬂﬂii?»lﬂ1§1°ﬂ!3ﬂ‘lmﬂ!ﬂiﬂm1ﬂﬁﬁﬂﬂ~lﬂﬂ

ANNHYDWHNNNUBIGNA

v v

a @ o a a 4 L I 1 X
wrinIneaoma luTaggsuts eyl liiuinetinusatuiiduaunilawesmsanm

amuvangasiyaurniuge

AUZATIUMTTOUINNTNUT

(WA A3.MYIU JAMTAINA)

1J5L5IUNTTUNIT

v Aa v Jd A
(®. A5.0800N1 FIVAUN)

P a a o
NITUNIT (mmiﬂmﬁnynmmwuﬁ)

e
(0. A5.AANYHY UIANUINA)

NITUNIT

dwz{aa

(7. a3.900 anllsruan) (0. 3. W3ANA &5 TeTu)

a a0 a A o w A A o
50905M5UANIEIHNS Anvaa NI UNa 1u Tagdeny



¥ eruANAANE : ANUdNITUT sz g AnssumI I 3u lediad odhedanud
ANUHNIUUINYDIGNAT (RELATIONSHIPS BETWEEN SOCIAL NETWORK
SITES USAGE BEHAVIORS AND CUSTOMER ENGAGEMENT)

s s o a v & a )
@1%']3‘(’J°Vlﬂdﬁﬂ‘ﬂ1 1919138 AT. WD @dUAUN, 105 iU

9 Y
(3 v A A

14 awv = a Y 3 S A [l o
3¢]Qﬂ5$ﬁﬂﬂﬂl@ﬂﬂ1i?ﬂﬂﬂiﬂu INOANHI 1) ‘Wf]G’]ﬂiillfﬂi1%&3“1%@&?15’0%16@\1?11]

(9 4 a [ 4
agnvesurumaluniduneesdnigine 2) szauanuianeleaindszaunisains 14
a o o = @ @ 1 o o J
HANAUNUAZUTNTVOIHWND 3) TTAVANURARUNUNVOIUWUND 1A 4) ANUTUNUT

' a J I S A [ o Y o o ] '
izWJN‘WQGlﬂif.illmﬂﬂﬂ,’mUlﬁlfmﬂi@"lnﬂﬁﬂﬂmﬂclfuﬂmmﬁm@ﬂWHﬂML%ﬂJ@QLLWuLWﬂ GEY

[

1% 1 H a < a o a o
dod1eilFlunidve de Alaagnndlunvumessdnsgsne $1uau 400 au 15lumsise

Y Q

< C 3 9 a sy Y 1y 1 A 1A
LL“LI“LI’(?f’O‘UﬂWNLﬂuLﬂiﬂﬁhﬂiuﬂ'ﬁlﬂﬂﬂlﬂyﬁ AUNTICNUDYD Iﬂﬂslf’]f A1IDYAS AURAY ANVIILUU
a 9 " o a a( [ v J
HIAT3TU uazmﬁauﬁwﬂgm mamauﬂazamawauwummzWaaummuﬂiﬂﬂmmu

=
NNLAYI

' @ Jo o A Y} o Y 1 < § o
Nﬁﬂﬁﬁﬂ‘]&l'lW‘Lliﬂ 1) ’JﬁqﬂigﬁﬂﬂﬁW illuﬁﬁ%LV\I%UﬂHﬂi’JMﬂULLWHLW% ﬁﬁ) Lﬁ@i‘u

Q

Y v A [ A A a 9 A o v A 9 a
m@uﬁaﬂ]’l'ﬁﬁ’li INDHFAAIAINNINUIDBUBDUATITUAN !La3LWE]ﬁ‘]JI‘]JiIlI“])’HﬁUﬂ’]lLﬁZ‘]Jiﬂ’I5

o v A ~ o ~ A 9 9 a <
ANy ﬂﬁ]ﬂﬁﬁﬂﬂl!ﬂulWﬂﬂ’lN’lﬂﬂq@ o ﬂ’]ﬁLGU'IG]ﬂJLLﬁgﬂﬂgﬂclﬁ] NIz ANUAANTU gﬂm‘w

Yy g g a ¥ o @ ¥ o 7 o w ! A
LLV‘IULW%HHWHHW%’EN?]ﬂi‘giﬂﬁ] 0-1 ﬂiﬂ/ﬁﬂﬂﬂ’i uag 2-3 ﬂi\‘i/ﬁﬂﬂTﬂ AuaIny Iﬂﬂ"]ﬂ’NL’)aTﬂ

J a A o w
LW‘IULW%LGIQJ}'Iqﬂﬁ}HWFﬂ@Qﬂﬂiﬁiﬂﬂﬂ'lﬂﬂq@]ﬁﬂ 18.01-00.00 U. uag 12.01-18.00 U. MUY

9 Y J = 9 @ @

Adq Y a A ~ QU 9 9
’(,’fﬂ11!1/]1/]16]%"1]1??1!1!,1/\!%’0\1?]ﬂi‘giﬂi}lﬂﬂ‘ﬂ’q@ A UTUNN/NNO meqﬂﬂimﬂﬂumimmm
9

4 a = a e Y a 7 o [ o o = =1
INIDIANTFINT A ﬂ@llW’JL@I@iT'LWHJﬂLLﬁZﬂi’)NW’JMi’)i@NT@I AVAAY 2) U WA NN

ee

=<

4 9 Aa Y] 4 a [ =
wolanndszaumsainislgnannsuuazusnis luseaunane lawn 3) sl uwaawY

4

[ 1 1 4 a Y] a 9 (4] d‘d [ [
ANNUNUINABDIANTTIND Tuszauidhunane ag 4) Wi]@Iﬂ'i'il]ﬂiiﬂl%LW“BuﬂV]Mﬂ’J”ﬂJﬁNWH‘ﬁ

L]

% @ [ = [ 4 a ~ o 9 4
AUANNENNUuMYeIuvlume Ao Jagilszasduaznnssunurumari luniuneesdns
a %% v Jo @ 1 @ @ 3
ganalanuduiusnuanugniuguimluszauiosiaunais anugnugumve sy
WAUANANAUAINAINALAZ B lUM ST INIANTFINY LARIURNHUNINYOI

] 1 [ { 4 (24 4 J a
urluma liuanannuamanuinaznsesio lumsldaumsgnmodviiunesdnsging

a = [ = d’ v =K
’GTWITJ‘NMFIIUIQEJﬂﬁ%ﬂﬂWi DYUDBOUNANY

= = A A o=
ﬂﬂ’lﬁﬁﬂ‘ﬂ’] 2554 a’]fli]’f]‘]f’f]f]’ﬁ]’lﬁfﬁ/]ﬂ?ﬂ}l']




CHADAPA ANANKITTIKUL : RELATIOSHIPS BETWEEN SOCIAL
NETWORK SITES USAGE BEHAVIORS AND CUSTOMER
ENGAGEMENT. THESIS ADVISOR : MULLIKA SUNGSANIT, Ph.D.,

105 PP.

SOCIAL NETWORK SITES/ FACEBOOK/ CUSTOMER ENGAGEMENT

The objectives of this research were to study 1) customers’ usage of business
pages in Facebook 2) the levels of customers’ satisfaction to products and services 3)
the levels of customers’ engagement in business page and 4) the relationships between
Facebook usage behaviors and the customer engagement. 400 online questionnaires
were distributed to business page users. Percentage, Mean, Standard Deviation,
Paearson Correlation Statistic and One-Way ANOVA were used in analyzing the data
and hypotheses.

The results of this study showed that 1) the purposes for using business pages
or joining the Fanpage were to obtain information, to express their love and
admiration toward the brand, and to receive sale-promotion offers, respectively. The
activities most taken part by Fanpage members was to view and to click “Like” icon
for posted topics, comments, and pictures. Fanpage members accessed business pages
0-1 time per week and 2-3 times per week, respectively. The most access time were
between 18.01-00.00, and 12.01-18.00, respectively. The place where the accesses
were made most was home and residence. The devices used most to access business
pages were notebook computers and personal computers, respectively. 2) Fanpage

members’ satisfaction towards the products and services were at the high level. 3) The



customer engagement was at the moderate level. 4) The relationships between
Facebook usage behaviors and the customer engagement were as followed: the
purposes and activities related to customer engagement at the low-moderate levels,
the difference of frequency and period of accessing to business pages affected the
customer engagement but the places and the communication devices had no effect to

the customer engagement.
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Uszangaannssu | wansa HHUNDIANTF3ND

Lfd; ar/59991 Uniqlo Thailand https://www.facebook.com/uniglo.th
Club 21 Thailand Adidas https://www.facebook.com/club2 1thailandhttps://
Thailand www.facebook.com/adidasthailand
FitFop Thailand https://www.facebook.com/fanpage.fitflopthailand
Croc Thailand https://www.facebook.com/crocs.thailand

TOOUA Wosa Moad https://www.facebook.com/FordFiestaThailand
MINI Thailand https://www.facebook.com/MINI.Thailand
Toyota Vios Thailand https://www.facebook.com/viosthailand?ref=ts
Mazda2life https://www.facebook.com/mazda?life

Lﬂé@ﬁﬁ y'l3ifiueanesod | Starbuck Thailand https://www.facebook.com/StarbucksThailand
Nescafe Thailand https://www.facebook.com/NESCAFEThailand
PepsiThai https://www.facebook.com/PepsiThai
Vitamilk https://www.facebook.com/VitamilkThailand

m’%‘mﬁmmaﬂa 308 Absolut Thailand https://www.facebook.com/ABSOLUT.Thailand
100 Pipers https://www.facebook.com/100PIPER Sthailand
Smirnoff Experience - https://www.facebook.com/SmirnoffThailand
Thailand

[3MiiRP] Pizza Hut Thailand https://www.facebook.com/pizzahutthai

The Pizza Company 1112 -
Lovers

MK Restaurant

Hot Pot Buffet

Bar B Q Plaza

Yayoi Japanese Restaurant
Fuji

KFC Thailand

McDonald’s Thai

https://www.facebook.com/thepizzacompany

https://www.facebook.com/MK.thailand

https://www.facebook.com/HotPotBuffet

https://www.facebook.com/BarBQPlazaThailand

https://www.facebook.com/YayoiRestaurantThail

and?ref=ts

https://www.facebook.com/FujiRestaurant

https://www.facebook.com/kfcth
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https://www.facebook.com/StarbucksThailand
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https://www.facebook.com/PepsiThai
https://www.facebook.com/VitamilkThailand
https://www.facebook.com/ABSOLUT.Thailand
https://www.facebook.com/100PIPERSthailand
https://www.facebook.com/SmirnoffThailand
https://www.facebook.com/pizzahutthai
https://www.facebook.com/thepizzacompany
https://www.facebook.com/MK.thailand
https://www.facebook.com/HotPotBuffet
https://www.facebook.com/BarBQPlazaThailand
https://www.facebook.com/YayoiRestaurantThailand?ref=ts
https://www.facebook.com/YayoiRestaurantThailand?ref=ts
https://www.facebook.com/FujiRestaurant
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Jekmeng Noodle https://www.facebook.com/mcthai
CERNINERISOT] https://www.facebook.com/JekmengNoodle
https://www.facebook.com/hachi.ramen
euummﬁyfn Snicker Thailand https://www.facebook.com/SnickersThailand
Lotte Koala March https://www.facebook.com/ilovekoalamarch
TKN Club (Li%}mfiﬁj’ﬂﬂ) https://www.facebook.com/tknclub
Lﬂ?'im’c‘? 19N Care Powder https://www.facebook.com/carepowder

12Plus

Cute press

Vaseline

Citra

L’Oreal Paris Thailand
DHC Thailand

Estee Lauder Thailand

Bobbi Brown Thailand

https://www.facebook.com/12Plus

https://www.facebook.com/cutepress

https://www.facebook.com/vaseline

https://www.facebook.com/CitraThailand
https://www.facebook.com/lorealparisthailand
https://www.facebook.com/dhcthailand

https://www.facebook.com/esteelauderthailand

https://www.facebook.com/BobbiBrownTH

HaRSUMIANNAZDA

Premier Soft
Pantene Thailand

Garnier Thailand

https://www.facebook.com/PremierSof

https://www.facebook.com/pantenethailand

https://www.facebook.com/GarnierThailand

9 Unsal ﬁ‘ RaRP] Nokia Thailand https://www.facebook.com/nokiathailand
Samsung Mobile Thailand | https://www.facebook.com/samsungmobilethailan
d
Lﬂ%ﬁ]ﬂ‘%}ﬁ MNU Double A Club https://www.facebook.com/DoubleAPaper
Idea Paper https://www.facebook.com/IdeaPaper?ref=ts
naod Canon Thailand https://www.facebook.com/canon.thailand
%A GI(? uluaas Sabina https://www.facebook.com/sabina.click2
Wacoa Thailand https://www.facebook.com/wacoal.th
aFamITuNINg Land and Houses https://www.facebook.com/landandhouses
Sansiri Family https://www.facebook.com/sansirifamily
AONNIADS Dell Thailand https://www.facebook.com/dellthaiclub
lofines Ikea Thailand https://www.facebook.com/IKEAThailand
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Usziangamvinssy | U3Ms WHUNDBIANTFIND
GARERTAY AirAsia Thailand https://www.facebook.com/AirAsiaThailand
ﬂﬁu%q 95.5 Virgin Hitz https://www.facebook.com/virginhitz
FUINT KBank Live https://www.facebook.com/KBankl ive

SCB Thailand https://www.facebook.com/scb.thailand ?ref=ts

SPARK byTMB https://www.facebook.com/SPARKbyTMB
Tnsauuny 12Call https://www.facebook.com/12call

AIS Privilege https://www.facebook.com/ais.privilege

True Move 3G https://www.facebook.com/TrueMove3G

Happy

https://www.facebook.com/happyfanpage
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https://www.facebook.com/TrueMove3G
https://www.facebook.com/happyfanpage
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ﬂﬁu%q 95.5 Virgin Hitz https://www.facebook.com/virginhitz
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Happy
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AA = Confidence BB=Integrity CC=Pride DD= Passion

Correlations

Obj. = Objectives

AA BB cC DD
Objl Pearson Correlation 339" 258" 327" 249"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400
Obj2  Pearson Correlation 460" 395" 460" 438"
Sig. (2-tailed) 1000 1000 1000 1000
N 400 400 400 400
Obj3 Pearson Correlation 282" 286 283" 246"
Sig. (2-tailed) 1000 1000 1000 1000
N 400 400 400 400
Obj4  Pearson Correlation 263" 304" 308" 313”7
Sig. (2-tailed) 1000 1000 1000 1000
N 400 400 400 400
0bjs Pearson Correlation 266 296 277 3917
Sig. (2-tailed) 1000 1000 1000 .000
N 400 400 400 400
Obj6 Pearson Correlation 196" 220" 235" 3727
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400
Obj7 Pearson Correlation 2337 249" 284" 355"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400
Obj8 Pearson Correlation 384" 285" 265" 242"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400

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

*_Correlation is significant at the 0.05 level (2-tailed).



Correlations

Act= Activities
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AA BB cC DD
Actl Pearson Correlation 3127 282" 318" 271"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400
Act2 Pearson Correlation 1" 224" 221" 279"
Sig. (2-tailed) 001 000 1000 1000
N 400 400 400 400
Act3 Pearson Correlation 1" 280" 228" 288"
Sig. (2-tailed) 001 000 1000 1000
N 400 400 400 400
Actd Pearson Correlation 168" 252" 241" 299"
Sig. (2-tailed) 001 000 1000 1000
N 400 400 400 400
Acts Pearson Correlation 327" 380" 382" 354"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400
Act6 Pearson Correlation 181" 209" 239" 306"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400
Act7 Pearson Correlation 279" 275" 314”7 3307
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400

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

*_Correlation is significant at the 0.05 level (2-tailed).
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Correlations

Sat = Satisfaction

AA BB cc DD

Satl Pearson Correlation 611" 576" 609" 488"
Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400

Sat2 Pearson Correlation 527" 4an” 497" 417"
Sig. (2-tailed) 000 1000 .000 .000
N 400 400 400 400

Sat3 Pearson Correlation 528" 540" 578" 5107
Sig. (2-tailed) 000 1000 .000 .000
N 400 400 400 400

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

Oneway ANOVA
How Often
Sum of Squares df Mean Square F Sig.
AA Between Groups 10.602 3 3.534 6.490 .000
Within Groups 215.638 396 .545
Total 226.240 399
BB Between Groups 8.483 3 2.828 4.516 .004
Within Groups 247.955 396 .626
Total 256.438 399
CcC Between Groups 16.846 3 5.615 8.652 .000
Within Groups 257.013 396 .649
Total 273.859 399
DD Between Groups 14.275 3 4.758 7.397 .000
Within Groups 254.723 396 .643
Total 268.998 399
Total CE Between Groups 1.859 3 .620 1.276] 282
Within Groups 192.297 396 486
Total 194.156 399




Post Hoc Tests —How Often

Multiple Comparisons

Scheffe Method

Mean Difference (I-

Dependent Variable (I) HowOften  (J) HowOften J) Std. Error Sig.
AA 0-1/wk 2-3/wk -.16764 .09415 367
4-5/wk -39648" 11695 .010
everyday -38140° .09980 .002
2-3/wk 0-1/wk 16764 .09415 367
4-5/wk -.22885 11817 .291
everyday -.21376 .10123 218
4-5/wk 0-1/wk 39648 11695 .010
2-3/wk .22885 11817 291
everyday .01509 12272 1.000
everyday 0-1/wk 38140 .09980 .002
2-3/wk 21376 10123 218
4-5/wk -.01509 12272 1.000
BB 0-1/wk 2-3/wk -.17329 .10096 401
4-5/wk -38345" 12540 .026
everyday -32329° .10702 .029
2-3/wk 0-1/wk .17329 .10096 401
4-5/wk -.21016 12672 433
everyday -.14999 10855 592
4-5/wk 0-1/wk 38345 12540 .026
2-3/wk 21016 12672 433
everyday .06017 13160 976
everyday 0-1/wk 32329 .10702 .029
2-3/wk .14999 .10855 .592
4-5/wk -.06017 13160 976
CcC 0-1/wk 2-3/wk -29121" 10278 .047
4-5/wk -43986 12767 .008
everyday -51727 .10895 .000
2-3/wk 0-1/wk 29121 10278 .047
4-5/wk -.14865 .12901 123
everyday -.22606 11052 244
4-5/wk 0-1/wk 43986 12767 .008
2-3/wk .14865 .12901 123
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everyday -.07741 13398 953

everyday 0-1/wk 51727 .10895 .000
2-3/wk .22606 .11052 .244

4-5/wk .07741 .13398 953

DD 0-1/wk 2-3/wk -.16191 10232 475
4-5/wk -43205 12710 .010

everyday -45091° .10847 .001

2-3/wk 0-1/wk .16191 .10232 475
4-5/wk -27014 .12844 221

everyday -.28900 .11003 .077

4-5/wk 0-1/wk 43205 12710 .010
2-3/wk 27014 .12844 221

everyday -.01886 13338 999

everyday 0-1/wk 45091 .10847 .001
2-3/wk .28900 .11003 .077

4-5/wk .01886 .13338 .999

*. The mean difference is significant at the 0.05 level.
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TotalCE

Scheffe Method
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Mean Difference (I-
(I) HowOften (J) HowOften J) Std. Error Sig.
0-1/wk 2-3/wk -.19851 .08650 155
4-5/wk -41296" .10744 .002
everyday -41821 .09169 .000
2-3/wk 0-1/wk .19851 .08650 155
4-5/wk -.21445 .10857 274
everyday -.21970 .09301 136
4-5/wk 0-1/wk 41296 10744 002
2-3/wk .21445 .10857 274
everyday -.00525 11275 1.000
everyday 0-1/wk 41821 .09169 .000
2-3/wk 21970 .09301 136
4-5/wk .00525 11275 1.000
*. The mean difference is significant at the 0.05 level.
Oneway ANOVA
When
Sum of Squares df Mean Square Sig.
AA Between Groups 1.518 3 .506 .891 446
Within Groups 224.722 396 .567
Total 226.240 399
BB Between Groups 187 3 .062 .096 962
Within Groups 256.251 396 .647
Total 256.438 399
CcC Between Groups 2.866 3 955 1.396 244
Within Groups 270.993 396 .684
Total 273.859 399
DD Between Groups 5.610 3 1.870 2.812 .039
Within Groups 263.387 396 .665
Total 268.998 399
TotalCE Between Groups 1.859 3 .620 1.276 282
Within Groups 192.297 396 486
Total 194.156 399




Post Hoc Tests -When

Multiple Comparisons
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Scheffe Method
(I) When (J) When Mean Difference (I-J) Std. Error Sig.
06.01-12.00am 12.01-18.00pm .08388 13427 942
18.01-0.00pm -.07455 12262 946
4 .03716 24836 999
12.01-18.00pm 06.01-12.00am -.08388 13427 942
18.01-0.00pm -.15843 .08256 299
4 -.04672 23122 998
18.01-0.00pm 06.01-12.00am .07455 12262 946
12.01-18.00pm 15843 .08256 299
4 11171 .22466 970
4 06.01-12.00am -.03716 24836 999
12.01-18.00pm .04672 23122 998
18.01-0.00pm - 11171 .22466 970
Oneway ANOVA
Where
Sum of Squares df Mean Square F Sig.
AA Between Groups 1.222 3 407 17 .542
Within Groups 225.018 396 .568
Total 226.240 399
BB Between Groups 2.821 3 .940 1.468 223
Within Groups 253.616 396 .640
Total 256.438 399
CcC Between Groups 3.107 3 1.036 1.515 210
Within Groups 270.752 396 .684
Total 273.859 399
DD Between Groups 157 3 252 373 773
Within Groups 268.240 396 677
Total 268.998 399
TotalCE Between Groups 1.712 3 571 1.174 319
Within Groups 192.445 396 486
Total 194.156 399
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Oneway ANOVA

What use
Sum of Squares df Mean Square F Sig.

AA Between Groups 2.686 3 .895 1.586 192
Within Groups 223.554 396 .565
Total 226.240 399

BB Between Groups 3.754 3 1.251 1.961 119
Within Groups 252.684 396 .638
Total 256.437 399

CcC Between Groups 4.344 3 1.448 2.127 .096
Within Groups 269.516 396 .681
Total 273.859 399

DD Between Groups 3.120 3 1.040 1.549 .201
Within Groups 265.877 396 671
Total 268.997 399

TotalCE Between Groups 2.976 3 992 2.055 .106
Within Groups 191.180 396 A83
Total 194.156 399
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