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ABSTRACT

This study explores the relationship between a bank’s service quality and customer satisfaction,as well as that between service

quality and performance.Based on data from Quarterly Report of Domestic Banks issued by Central Bank, SERVQUAL,twice uses

of Delphi Method, seminars between financial experts,interviews,and finally opinions from 20 anonymous financial experts, I

analyze, screen and modify the service quality and performance index to give the following conclusions: (1) Positive relationship

exists between service quality and performance. (2) Service quality and performance are not strongly interrelated on the occasion of

new financial products or strategic alliances. (3) Service quality is a bank’s invisible asset.Enhancement of service quality will

contribute hugely to a bank’s profit. (4) The Relationship Between Bank''''s Service Quality And Operation Performance ~ Take

E.Sun Bank As A Sample, and for others reference. Keywords : Service Quality, Operation Performance, Innovation Financial

Product.
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