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Abstract

In recent years, the financial industry in Taiwan suffered from more and
more competitiveness, which resulted from unrestricting and internationali-
zation by government. A competition prospect, service quality is still the core
competitiveness of the bank. Among banks of Taiwan, The Chinatrust Com-
mercial Bank has the longest-stand history, and is affirmed by international
credit evaluation institution. The Chinatrust always regards the consumer
satisfaction degree as important, so that, this article takes the bank as example
and precedes researching.

The basic structure of this study is accorded to the dimensions of
SERVQUAL scale in service quality and examines gap5 of the quality of
aircraft maintenance using SERVAUAL chart. For data analysis and hypo-
thesis testing, the analytical methods used are correlation analysis, and single
variable analysis. This study also analyzed the relationships among service
quality customer satisfaction that can strengthen the concept that increase
service quality that also arouse customer satisfaction of banks.

In summary, the research accomplishments achieved are as follows:

1. The affection of service quality scale will change along with the different
population variables.

2. There exists significant relationship between the service quality and
customers satisfaction of Chinatrust.

3. Most of the customers are satisfied with the service quality and customers

satisfaction of Chinatrust.

Keywords. Service Quality, Customer Satisfaction, PZB’s Gap Model
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