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Relationship between Quality of Services and Customer Satisfaction: A Study of E-Banking Services of State Bank of India In Sangola Taluka

QUESTIONNAIRE
Respected Sir/Madam

I am a student pursuing M.Phil degree from Shivaji University, Kolhapur and
conducting a survey on "SERVICE QUALITY OF SBI BANK". The following
statements relate to your feelings about the SBI bank. Please show the extent to which
you believe SBI bank has the feature described in the statement. I request you to V the
option which in your opinion are believed to be true. All data will be kept confidential.

Name:
Age:
Educational Qualifications:
Strongly  Disagree Neitheragree Agree
Strongly
Disagree Nor disagree
Agree
1. SBI bank has modern looking equipment. O o o Od O
2. The bank's physical features are visually appealing. [] [] [ [ O
3. The bank's reception desk employees are neat 0O [ ] ] n
appearing, |
4. Materials associated with the service (such as 0 O ] ] ]

pamphlets or statements) are visually appealing at
the bank.
5. When the bank promises to do something by a 03

O
]
[
[

certain time, it does so.

6. When you have a problem, the bank shows asincere [ ] [[] [} O 0O
interest in solving it.

7. The bank performs the service right the firsttime. [ [] [ N ]
8. The bank insists on error free records. -

9. Employees in the bank tell you exactly whenthe [ [ [ O ]
services will be performed.

10. Employees in the bank give you prompt service. [ [ [ O ]
11. Employees in the bank are always willing to help 0 0O 0O 0 O

you.
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Strongly  Disagree Neitheragree Agree

Strongly

Agree

Disagree

12. Employees in the bank are never too busy to respond []

to your request.

13. The employees of the bank are trustworthy. |
14. The behavior of employees in the bank instills O
confidence in you.

15. You feel safe in your transactions with the bank. ]
16. Employees in the bank have the knowledge to answer ]
your questions.

17. The bank gives you individual attention.

18. The bank has operating hours convenient to all its
customers.

19. The bank has your interests best at heart.

20. The employees of the bank understand your
specific needs. N

21. E-banking services of the bank are up to

your satisfaction.

22. Quality of e-banking services make impact

on your satisfaction.

23. Bank gives efficient and effective services to you.
24. Service efficiency of bank makes impact on

O 0O 0O 0O OO oaob

e-banking services.

O 0o o o oo oo odg oo 0O

Nor disagree

O O O O o0 00 oo 00 O

o0 o-0 o0 oo oo oo o

M.Phil Programme

O 0O O O o0 o0 o0 o0 0O

)

-53-



