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(A Study on the Effects of Service Quality of
Financial Industry on Service Performance—-Based
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Abstract Mutual savings banks have today met many difficulties because of various
reasons. To overcome these difficulties, they have to change to be more customer centric
and to adopt customer satisfaction management so that they can satisfy customers asking
for diversified and professional service. This study aims to investigate the relationship
between various dimensions of service quality and service performance such as customer
satisfaction, customer trust, and repurchase intension. This study categorized service quality
as Interaction quality, outcome quality, and physical environment quality. Moreover, this
study examined whether interest sensitivity and bank reputation had the moderating effects
between service quality and service performance. The study results may provide
practitioners and researchers in financial industry with some implications and guidelines for
mutual savings banks’ competitiveness.

Key Words : Mutual Savings Bank, Service Quality, Interest Sensitivity, Bank Reputation,
Customer Satisfaction, Customer Trust, Repurchase Intention
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