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Service Quality Measure
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Please indicate your level of satisfaction with each of the following statements, based
on the following scale:

Employees Give customers individual attention
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Strongly Disagree Disagree Neutral Agree Strongly Agree
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Employees provide services as promised
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Employees are dependable in handling customer’s service problems
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Employees perform services right the first time
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Employees provide services at the promised time
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Employees keep customers informed about when services will be | -3
performed
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Employees provide prompt service to customers
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Employees are willing to help customers
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Employees are ready to respond to customers request
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Employees instill confidence in customers
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Employees make customers feel safe in their transaction
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Employees are consistently courteous
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Employees have the knowledge to answer customer questions
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Employees deal with customers in a caring fashion 14
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Employees have the customer’s best interest at heart
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Employees understand the needs of their customers
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Services are provided at convenient time for customers
Ao 251505 Sliasy Gl dupll S0 | g
The department has modern equipment
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The department has modern appealing facilities
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Employees have a neat, professional appearance
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The department offers services through multiple channels
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The department responds to customer complaints quickly & effectively
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The department offers customers opportunities to express their opinions | -23
about the services provide
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Transaction fees are reasonable
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Overall I am satisfied with the quality of service received
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