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Abstract

The purpose of this research is to study the feeling and expectation of bank customers
toward bank’s service quality, in order to evaluate the management and standard of bank
service quality. By using convenience sampling, a total of 310 questionnaires of bank’s
customers were collected from greater Taipei area. The research findings are as follows:. 1.
Based on Parasuraman’s research, bank’s customers are concerned “reliability”, *assurance”
and “responsiveness’ dimensions. 2. Customers are satisfied on “reliability”, “tangible” and
“assurance” dimensions. 3. The customers have significant mean difference on almost all
service attributes between degree of importance and degree of satisfaction. 4. From the degree
of importance and performance analysis, bank has nine service items evaluation as having
competitive advantage, five items need to improve, another seven items are listed as minor
improvement, and four items are listed as resource distortion.
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