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L
Ys
Xi
Satisfaction : :
Relationship Yy
(Y1) R
X2 Continuity
Y
X3 YS
Relational
X Orientation
4 Relationship Y,
Qualit
X Mutual Y
Disclosure .
Word-of- Y,
Xe Mouth
Trust (Y>)
X5
Xs
X = Understanding client needs Y, = Satisfaction
X, = Conflict Resolution Y= Trust
X5 = Cooperative Intention Y ;= Provide Better Service
X4 = Contact Intention Y ;= Continue the Relationship
X5 = Mutual Disclosure Ys= Proud of the Bank
Xs = Expertise Y= Recommend this Bank
X; = Experience Y, = Tell other persons about good

X = Appearance things of this Bank
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Client orientation

a=0.88 Index of understanding client needs (strongly agree 7... strongly disagree 1)
A bank employee is knowledgeable about clients’ needs
A bank employee tries to understand the change of clients' needs
a=0.79 Index of conflict resolution (strongly agree 7... strongly disagree 1)
A bank employee deals with your inquiry and complaint courteously
A bank employee deals with your inquiry and complaint expeditiously
A bank employee resolves your inquiry or complaint even though these
are not in his or her direct responsibility
Relational orientation
a=0.80 Index of cooperative intention (strongly agree 7... strongly disagree 1)
A bank employee treats you equally
A bank employee helps you make a decision
a=0.81 Index of contact intention (strongly agree 7... strongly disagree 1)
A bank employee devotes time for you
A bank employee is in constant contact with you (phone, fax, e-mail, letter, etc).
A bank employee provides information about new events or activities
| receive invitations to attend special events from a bank employee
Mutual disclosure
a=0.84 (strongly agree 7... strongly disagree 1)
1 ask a bank employee detailed questions
A bank employee tells you about the mistakes that he or she made
1 show respect to a bank employee
1 have expressed to a bank employee dissatisfaction with service

Bank employees” attributes (service providers’ attributes)
a=0.80 Index of expertise (strongly agree 7... strongly disagree 1)
A bank employee is professional in his, her field of interest and specialization
A bank employee demonstrates adequate knowledge and skills about his, her field of
specialization, interest and overall services provided by a bank
A bank employee shows interest in self- development to provide better service
A bank employee is competent in providing service
a=0.84 Index of experience (strongly agree 7... strongly disagree 1)
A bank employee seems to have a lot of experience
A bank employee seems to reflect excellent career potentials
a=0.84 Index of appearance (strongly agree 7... strongly disagree 1)
A bank employee’s appearance is professional
A bank employee is well dressed
A bank employee has a nice manner
Relationship quality
a=0.80 Index of satisfaction (strongly agree 7... strongly disagree 1)
I think a service provider is favorable
1 am pleased with a bank employee
| am satisfied with bank employees
I am satisfied with bank's overall services
a=0.81 Index of trust (strongly agree 7_.. strongly disagree 1)
A bank employee keeps promises
A bank employee is sincere
A bank employee is reliable
A bank employee is honest
A bank employee puts clients' interests first
Relationship continuity
a=0.80 (strongly agree 7... strongly disagree 1)
1 believe a bank employee will provide better service in the future
I will not switch to another bank
1 will always be proud of this bank
Word of mouth
a=0.79 (strongly agree 7... strongly disagree 1)
1 want to recommend this bank to others
1 want to tell other persons about good things of this bank
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