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SECTION 1

Directions:

Based on your experiences as a bank customer, please think about the kind of bank which will deliver excellent service quality.  Please indicate the extent to which an excellent bank will possess the feature described by each statement below, by circling the appropriate response. For example, if you strongly agree that an excellent bank will have modern looking equipment, circle 5 when rating the first statement.

	
	
	I strongly disagree
	I disagree somewhat
	I neither disagree nor agree
	I agree somewhat
	I strongly agree
	Not Applicable

	1.
	Excellent banks will have modern looking equipment.


	1
	2
	3
	4
	5
	NA

	2.
	The physical facilities of excellent banks will be visually appealing.


	1
	2
	3
	4
	5
	NA



	3.
	Employees of excellent banks will be neat appearing.


	1
	2
	3
	4
	5
	NA

	4.
	Materials (such as pamphlets or statements) provided by an excellent bank will be visually appealing.


	1
	2
	3
	4
	5
	NA

	5.
	When excellent banks promise to do something by a certain time, they will do so.


	1
	2
	3
	4
	5
	NA

	6.
	When customers have a problem, excellent banks will show a sincere interest in solving the problem.


	1
	2
	3
	4
	5
	NA



	7.
	Excellent banks will perform the service right the first time.


	1
	2
	3
	4
	5
	NA

	8.
	Excellent banks will provide their services at the time they promise to do so.


	1
	2
	3
	4
	5
	NA

	9.
	Excellent banks will insist on error free records.


	1
	2
	3
	4
	5
	NA

	10.
	Employees of excellent banks will tell customers exactly when services will be performed.


	1
	2
	3
	4
	5
	NA

	11.
	Employees of excellent banks will give prompt service to customers.


	1
	2
	3
	4
	5
	NA

	
	
	I strongly disagree
	I disagree somewhat
	I neither disagree nor agree
	I agree somewhat 
	I strongly agree
	Not Applicable

	12.
	Employees of excellent banks will always be willing to help customers.


	1
	2
	3
	4
	5
	NA

	13.
	Employees of excellent banks will never be too busy to respond to customer requests.


	1
	2
	3
	4
	5
	NA

	14.
	The behaviour of employees of excellent banks will instil confidence in customers.


	1
	2
	3
	4
	5
	NA

	15.
	Customers of excellent banks will feel safe in their transactions.
	1
	2
	3
	4
	5
	NA

	16.
	Employees of excellent banks will be consistently courteous to customers.


	1
	2
	3
	4
	5
	NA

	17.
	Employees of excellent banks will have the knowledge to answer customer questions.


	1
	2
	3
	4
	5
	NA

	18.
	Excellent banks will give customers individual attention.


	1
	2
	3
	4
	5
	NA

	19.
	Excellent banks will have operating hours convenient to all their customers.


	1
	2
	3
	4
	5
	NA

	20.
	Excellent banks will have employees who give customers personal attention.


	1
	2
	3
	4
	5
	NA

	21.
	Excellent banks will have the customers’ best interests at heart.


	1
	2
	3
	4
	5
	NA

	22.
	The employees of excellent banks will understand the specific needs of their customers.


	1
	2
	3
	4
	5
	NA


SECTION 2

Directions:

Based on your experience as a customer of either OCBC, OUB or UOB, please think about the level of service quality which your bank delivers.  Please indicate the extent to which you perceive that your bank has the feature described by each statement by circling the appropriate response. For example, if you strongly agree that your bank has modern looking equipment, you would circle 5 when rating statement 1.

Please circle the name of the bank which you will be rating: OCBC

OUB

UOB

	
	
	I strongly disagree
	I disagree somewhat
	I neither disagree nor agree
	I agree somewhat
	I strongly agree
	Not Applicable

	1.
	My bank has modern looking equipment.


	1
	2
	3
	4
	5
	NA

	2.
	My bank has physical facilities which are visually appealing.


	1
	2
	3
	4
	5
	NA



	3.
	My bank’s employees are neat appearing.


	1
	2
	3
	4
	5
	NA

	4.
	Materials associated with my bank’s service (such as pamphlets or statements) are visually appealing.


	1
	2
	3
	4
	5
	NA

	5.
	When my bank promises to do something by a certain time, it will do so.


	1
	2
	3
	4
	5
	NA

	6.
	When customers have a problem, my bank shows a sincere interest in solving it.


	1
	2
	3
	4
	5
	NA



	7.
	My bank performs its services right the first time.


	1
	2
	3
	4
	5
	NA

	8.
	My bank provides its services at the time it promises to do so.


	1
	2
	3
	4
	5
	NA

	9.
	My bank insists on error free records.


	1
	2
	3
	4
	5
	NA

	10.
	Employees of my bank tell customers exactly when services will be performed.


	1
	2
	3
	4
	5
	NA

	11.
	Employees of my bank give customers prompt service.


	1
	2
	3
	4
	5
	NA

	
	
	I strongly disagree
	I disagree somewhat
	I neither disagree nor agree
	I agree somewhat 
	I strongly agree
	Not Applicable

	12.
	Employees of my bank are always willing to help customers.


	1
	2
	3
	4
	5
	NA

	13.
	Employees of my bank are never too busy to respond to customer requests.


	1
	2
	3
	4
	5
	NA

	14.
	The behaviour of employees of my bank instils confidence in customers.


	1
	2
	3
	4
	5
	NA

	15.
	Customers feel safe in their transactions with my bank.
	1
	2
	3
	4
	5
	NA

	16.
	Employees of my bank are consistently courteous to customers.


	1
	2
	3
	4
	5
	NA

	17.
	Employees of my bank have the knowledge to answer customers’ questions.


	1
	2
	3
	4
	5
	NA

	18.
	My bank gives customers individual attention.


	1
	2
	3
	4
	5
	NA

	19.
	My bank has operating hours convenient to all its customers.


	1
	2
	3
	4
	5
	NA

	20.
	My bank has employees who give customers individual attention.


	1
	2
	3
	4
	5
	NA

	21.
	My bank has the best interests of customers at heart.


	1
	2
	3
	4
	5
	NA

	22.
	Employees of my bank understand the specific needs of customers.


	1
	2
	3
	4
	5
	NA


How good do you perceive the overall service quality of your bank to be?

Of the very lowest





   Of the very highest

       quality






         quality


1
2
3
4
5
6
7
8
9

What is the likelihood of you recommending your bank to a third party?

Very unlikely



Very likely


1
2
3
4
5
6
7
8
9

How likely are you to switch from your current bank in the foreseeable future?

Very unlikely 



Very likely

1
2
3
4
5
6
7
8
9

SECTION 3

Please would you indicate your demographic characteristics by circling the appropriate alternative? You can be assured that all information obtained here will be kept confidential. 

1. Gender:    


Male  




Female

2. Age:




20 - 39





40 - 59


3. Highest Educational Qualification: 
Below university



University

4. Monthly Gross Salary: 

Below $3,000





$3,000 and above


5.
Race: 
Chinese 






Malay 





Others
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