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Abstract

It is recently to increase the interest of service quality. Nevertheless, it is the
level in difficult to evaluate the service quality for its special feature. In this
study, it was practiced for grasping the factors for which evaluating the service
quality of bank and it was tried to examine how much these factors is affected on
service quality.

Though this study, we’ll derive the factors of service quality from factors
analysis which based on the T-test of making the consumer and the staff of
bank. And then, I will account the different position between consumer and
supplier by questionaire in relation to consumer and supplier.
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FACTOR. N
ANALYSIS Extraction * Principal components
Variable Factor 1 Factor 2 Factor 3 Factor 4

Cl 159785 oo b -.072046 026934
c2 073741 -.321884
Cc3 -.479673 -.185211
c4 feitesccy -.062851
c6 -.039240
c7 -.306609
Cc8 097929
c9 -.345411
Cio -.317381
Cl1 .311367
C12 -.276010
C13 .303251
C14 -.242850
C15 .100143
C16 -.312139
C17 .325635
c18 i)
C19 -.225330
C20 .347831

Eigenvalues (datat.sta)

Extraction: Principal components
% total Cumul. Cumul.

Eigenval Variance Eigenval %

1 3.138087 15.69044 3.13809 15.69044

2 2.383399 11.91699 552149 2760743

3 1.874336 - 9.37168 7.39582 36.97911

4 1.600595 8.00298 899642 44.98209

5 1.469243 734621 - 10.46566 52.32830
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FACTOR Extraction : Principal Components
ANALYSIS  [(Marked loading are > .700000)

Variable Factor 1 Factor 2
S1 -.213599 034172
S2 282977 RS
S3 . -.477401 ~.239087
$4 BB ~321917
S5 027140
S6
S7
S8
S9
S10
S11
S12
S13
514
S15

Eigenvalues (2] 4l.sta)
Extraction: Principal components
% total Cumul. Cumul
Eigenval Variance Eigenval %

3.221110 21.47407 3.221110 21.47407
2.131378 14.20018 5.352488 3568325
1.645737 1097158 6.998225 46.65483
1.488597 9.92398 8486822 5657882
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STAT. " T-test for Dependent Sample (mix.sta)
Variable Mean Std. Dv. t df p

s3 3.500000% 707107+

548158 13 502872
Cl 3.076923+ 1.037749+
s1 4.000000+ 0.00%

577350 1 666667
cl4 3.500000% 707107+
S10 2714286+ 7550289+

-1.703 13 1112302
C10 3.375000% 744024+ 2 U
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