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Abstract

With the development of Internet finance, the intensified
competition among banks and the development of domestic economy, the
concept of residents' savings has changed greatly. When customers choose
banks for financial settlement, they begin to pay attention to the quality,
efficiency and convenience of banking services. In the case of serious
homogenization of banking products, the higher the service quality of
banks, the better the customer experience, and will win more customers.
Yuzhong sub branch of Lanzhou Bank is the second largest bank in
Yuzhong County. If we want to maintain the current status and improve
the current performance, we must take high-quality service as the guide
and customer satisfaction as the measurement standard to improve the
service quality of the bank. Therefore, the research on the improvement
of service quality of Yuzhong sub branch of Lanzhou Bank is imminent.

This paper selects Yuzhong sub branch of Lanzhou Bank as the
research object, combs and compares the relevant data of bank service
quality management at home and abroad through literature analysis, takes
SERVQUAL measurement model as the main questionnaire design basis,
uses the questionnaire to investigate the satisfaction of service quality of
Yuzhong branch of Lanzhou Bank, and refers to the research results of

third-party research institutions, and uses causality diagram and direct



Z MR MBA “EA0 183 =N ERAT A b SCAT R 55 U R T 7T

correlation analysis based on the analysis of the current situation of
service quality of Yuzhong branch of Lanzhou Bank with quality
management tools such as square chart, we found that customers are not
highly valued and experienced, business process and complaint handling
process are lengthy, and intelligent equipment application is not in place.
We put forward corresponding solutions from the aspects of employees,
products, channels, network environment, service process, complaint
handling process and technology. At last, through the continuous
application of PDCA, circulation improvement of the problems found, so
as to help Yuzhong sub branch of Lanzhou bank improve the service
level.

The research on the service quality of Yuzhong sub branch of
Lanzhou Bank aims to guide practice through theory, make good use of
the research results, so as to improve customer satisfaction and loyalty,
stabilize the original customer group, attract new customer groups,
occupy an advantage in the market competition, and finally improve the

bank's profitability.

Key words: Yuzhong sub branch of Lanzhou Bank; Service quality;

Intelligent bank
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AR Bk SERPPEL SEREME . fmLiE, IXERA AT 2 RS54 m HERIN R

i e -

2.1.3 BASRITARSS R E

AR, B S BT R ML AR AT B 55 PR AT R 7T, HA AR . 1R
(2006) i) (RDVARAT RS & BN ) , Sk ZARAT 1 i 55 8 B S ik S 491
BEAT 34T, XS AT T R ARAT AR 55 BB 1 WP R . RN 45 S ARATEE H I
o2 R B = R, BT R R DS S G BN R T RE I K, KR
TR E B R JE I L B LB Ti 1IB ks 2 A (2008) # (I AARAT
558 BRI FBUR T ) 5 AEARAT O . WIS R IO ORT B R BT ARAT AR 55 i AR
v, 13 MRS RE TR BT SE R I L EARTL, D 1 BUSARAT RO, 2 5E
R PR IR 2 77 R 2 5 SRR A1 50 RS )T 28I ARD , A B B ERF R8RSR MRS o
e (2009) MR CRDARATIU M 55 B 8D, 1R MR ERAT Bl A 55
BX AT, 8L SERVQUAL PR RI AN, T AU RUHRAT IO AR 55 B3R 4
7 IR R A ] B OR PR ANE B S BHEAT 1 UL, D iR ARAT R By

11



Z MR MBA “EA0 183 =N ERAT A b SCAT R 55 U R T 7T

B AR SR A 2 P RSk 55 . TR (2012) 30 (FRE R ML R AT A 55 5 2
IR U0 A5 AR R s s DL R s AR R ARAT Ak 5587 B “ ELEE BT 117 AN R
TR RS AL, AR 55 /KT A2 R ARAT A BT RO S rp B, 1 5 5 1 A4 3
7 T MV AR AT IR 55 A PR i T BONTS R A2

2.2 REREEHEEL

2.2.1 SERVQUAL 155!

S5 2253 Gronroos (1982)  HEH T U I A IR 55 51 2 RO ME A IR 2 BE BR il |
PEH T B SRR N IR 5% T R ALY, Ath s R B P X IR 45 RV T RO S i BRI %
AN FOE G I AE (R Tl 39 2R 5 4 2 JIR 4% 2 o 1 S B B s2 3R AT LB i 72, B

“CHABE-RRAN” BN R 2.1 7R Parasuraman. Berry Al Zeithaml (1985)
PEH T MRS R ZE R AN 2.2 BN, RV ER 5 A A R R 55 TR 1Y
EPEREIEBA G, ERAX 20, BN AR ZEE TR .

il

ESER5d

HAZE[mE | ZmE )

EHBE
HEE
R
[

RNHXER

EEK

hEEER

2.1 “HE-RRm” R
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OmsE | HERERE |
I RS

L
TEES T
s BHMRS RS |
BIRSIRS |
[T RS 1E1E N 4 HRZRZRSZS
Sl ( G et e T D) m— [ SHmamst
""" g RSB |
___________________ | IRESEREE |
' Zi51: | I
| EEEEENELE | ( B PR RIS
B REER
""" Ei55
ERFEEE

——{ gmEvEEEpEnEE

E2.2 REREERER

PZB  (1988) fmZHi s A& ILANYEE R SERVQUAL #8, HAN A AF
M (& SZBrit. &R N mANERS) | AT CIERIF B el EH8H0
PAT RS G RE S1) MR G B IUR 1 = R SO RS IR S 1 RE 71D« R
EME RS AN RIENR . L3 LA IR &S PAT 45 RAEAHE WM EE J1) « BBt (k
O IR AL BIIRSS) - W 2. 3 Fior:

BEE (BEXFE TR (ERFET ALE (% B & A RIETE (REARK BiEE (XOREH
. BELRESA EBRERITESRE Eg%;ﬂ@k”ﬁﬂ qin. LBURES BEAAKBIES)
BaED) mgEN) - hiTEREEERN
8471)
SERVQUALIT) TLANE

B 2.3 SERVQUAL HZEFENA

A AE 4-6 TUEMASENR, JL 22 TEFR SERVQUAL TR R, Wik
2.1 Jfr7x, SERVQUAL A 55 Jot AR 7R A 2 F 4305 3t DA 7] ) 2 il 55 i (i, B
DR AR ST 5B AL TR T T B8 5E 1 PR S SRS A
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% 2.1 SERVQUAL iE#Mik &

B R NIH

A W A B RE AL RO R 55 B %

W R S5 HLBAN ) HAt AR AT

Ak
vt W AR N 03 A B3 ) IR 2 AN AR %

W kB0 0 AR N G BT At A A 55 AH UL e

v PR AR N GRS 5 7 i A U ) 15 TS R B I e B

BB FERS, B AR Gy AR 0O I R AT B

P R HT S

MR TR N R IR L) E SR BT A VA IR 55

O |0 | | |01k ]|WwW ||~
P v v Y P

v RN SRR ORI A 55 Firie %

—
o

 ABEFREE i AR N 53 R S BRI 55 B RS I 1]

[u—y
—_

~ R R AN SR A S IR 55 AN T R

i

—
[\

v PR AN SR R A B

—
w

v MR RO KA AR T IS R % R IR ST, i 2 2 P 7 oK

—
S

MR T RAESE )

—
1

V FEFPERMY S5 IR B P S SR BT

PRAE

—
(o)

v MR R TRAAALIIN

—
-3

~ DRI DO B A5 338 2 (1 SO, BLER B 4 1R iR 55

—
oo

v RSB A F 2 SR PASF AR 55

—
©

v MR R TARE T2 A A S

®
T
R
[\)
(=)

~ AR R T TR IR R

[\
—_

v BATEAA e T A

22+ BUTFRALHVENVIN B A BERT & P % /7 75K

Rk PZB Y SERVQUAL TR A&

2.2.2 EEANEER

PeRE (1985) d R H T B A E MRS, B BN T A 2
T RN B, A A e o et B Jeb PR AR, BB R A 5 TR N K
T FRYASUAET o 5o B 5 S A AL 1) 7 SRR AS TR, DA M R B 25 B R S AT R AN A
SINT B AFFEGEAETR MBAME S . DAF R R AN (8 B0 K R i R n sk
2.2 fhw:
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R2.2 BEBANEERRRRAEER

WRE | RHES ol B 2 SN LI 58

Porter 1985 TE KRS 25 A B 5 Vo B I RO &

Zeithaml 1988 R AL %0 0 RN R A5 5 TR RN ) O XsF 7 et R IR 55 PR S AR AR
Monroe 1990 7 it PRI N R 755 47 % FR TR SR ) 2 22 i) A L A

Anderso 1991 BT SE RN FH 7= e R B M

Gale 1994 FELE TR AR T I A% R I 1 IR R

Ravald 1994 JB 25 TSN E < CBAAME SRS 120 RIFIE) VAN SRR

KA RKRZFIHR)
Butz 1996 T SE RN FH 7= e R B M
— L9907 FE RN AC R E RS N RESLELE & H AR H 7= FostE . @i
SERORUE FH 25 B 1) i 7
Kotle 2001 PEH IR LI NE, & ORI AN S R IR A 22 T8 ) 22
- 2007 IR BN A2 025 5 77 o B IR 45 4k AR R PP, o8 7 it B 45 14
" ARSIV 5 % 0 75 SR 2 A — S e MY

Xy T PE RSSO E RS : AMELAE = AR 2% R T R B 1 A T AR N R R SR

%ﬁ" 2008 |t —E B HRRT, BB R H A TR A Bk T R R IR 5% 4 AR R PR AT

B (RN o

BERERIR: A AL SR BRI 5

2.2.3 PDCA #FEF

PDCA {3 — R BHA R TARRER?, B0 4 BB i (plan) —5L (do)
—ti 7 (check) —4bE (action) , PDCA JEH HME & die 2 rhr 26 [ o B P 5K
GUUF AR 1, AR Z VR, Wil 2. 4 fos. B LAER N 8 4
BB R (plan) 24T (plan) —#iE [ (plan) ~HilE i (plan)
—PAT R (do) - EHCR (check) ~IANbRHE (action) —i B ) (action),
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X 8 AP IR R XT L 4 ANB B BAR S . PDCA FEER 1) CAF4F s A DU B —
ANEARREAD, KRB/, FEALRE, ANWEER T mHES) PDCA fE2F ™, T
EEFE 2.5 FTos.

HE VT
ZE S

Plan

apdl

Q.;é( Action PDCA -II-;DLO 1‘[‘&[
/ :‘é‘

stm il

Check
KON

Begvty
MTER

& 2.4 PDCAfEHE

o

ﬁ R B

ol i S 11 S

f
k
i 5D SY | |8

f
\\ &
T EESY |

& 2.5 PDCA B T/ERE
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3 =M IRITHI P STATHR 5 BRE IR A2 (o] &
3.1 = MIRITH P AT T

1997 4 6 A 29 H, i E ANRMBATHEAE, EFEEHT 56 FINTTE ALt
fih b, Gl R OE N B E A, OB Ak AN E SR A [F] R
WL T Z IR S AEARAT o X H IR 58— K I VE N3 ] P ML AR AT . 1998
5 H 18 H, BEANZMMTERT, 2008 4 6 H 23 HE Z A= ERIT.
ZPMARATH R SATIE R H 12 FEBSATZ —, WMALT 2007 4, TEMSLZH], {8
HIE T RS, RS RE RS, K ZEKRE, 2020 R L MARIT R+
SATARIE HLAF PR L e B A HE 55—, 2020 4E 12 A R MR B & SR
PRI RN 3R 3.1 PR

#£3.1 20204 12 A 31 HRPEXEMIMWERKIITR

Hfr: 4270
g | e |0 lﬂif G gy PO f;;f ﬁgﬁlﬁ s
1 G517 146. 75 47,37 134.13 39. 92
2 = JHERAT 92. 49 29. 86 46. 35 13.8
3 RAT 17.93 5.79 18. 29 5. 44
4 it R AT 12. 21 3.94 5.13 1.53
5 TAT 8.23 2. 66 5.78 1.72
6 HNERAT 8. 59 2. 77 2.35 0.7
7 w17 10. 32 3.33 6. 85 2.04
8 TR ERAT 5.85 1. 89 6.21 1.85
9 RAT 4.51 1.46 46. 7 13.9
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10 AT 1.63 0.53 1.78 0.53
11 AR SR 63.21 18. 81
Bt 309. 79 100 335. 99 100

FORLRUE: M BN RARAT 2020 48 12 A3 4Rl Hdfs

2019 4 12 H, & E R ERAT BN SRS VGIE, = MHARAT M AT B
PPN E R bR AR AL, H & DA E O AR Hh BN BOARAT U s, il
[ & b A W B, 4 I SN M ZHEAE BT (1 [ P — — K B N A AT
M A RAUER I A TEN IR . 2020 4 3 7 22 JHARAT My b SCAT7E 1 [EARAT Mk W
S A CWEH” VR, PREA “2018-2019 R RAL” , 2 MARAT
i SAT WO H R A RAT R SRS I R A2 — “XE 7 Vi
AT 2 2 2 R D LR RS HZUF R LLEIE “ B2 B RAT” A0 “X
B VgD, BIEA SERTHRAT L e A EKSF, WAL RGP 2 A i Stk
B, 2020 4F 4 FBE 2 M RSSO R REHE B L PR N T O B, 2
MR SO AR SR AR A BRI SRR R R ENN, H—
PR AT RS A SO T . ARk 2020 4F 12 F, 2 ONERATH R SATELE BT
96 N\, 80 JE L 28 N, itk 29%, HAR2HE 90 5, G 71% & ENE
BB

3.2 ZMRITH P ZITIRS REIR

ZEPHARAT i e M X b A A 55 A 8, B AR =D AT CIERUE R
EHERARATD X RTEE M B AT AT AR 55, FrEe. B Al v
MR55 K, T R X AT I ) S B e, SRASHERf . AT AL BB 45 3, A
1117452 AR 55 T8 LA it O BRI SE LAHE S AR 95 52T ). DA “AAL BT I U (1
ATFRIMVE. FARGHE: REIAEL (2240)  IRFER (874 « ks (6
) REEE (1540 « IRESHIE (20 40D « MRS (1040 RS w4e
(10 73> « HEHLE (9 70) AELR OREDD SUAMEEE, W &SRS A
REZLE, SRR REOREE . HARIT N CERARSTALACRIIR S AT )

18



Z MR MBA “EA0 183 2 PHARAT R b SCAT IR S5 PR SR TR AL

MR8 HBPLEATE R OUETD , W70 09 100 70 22 HERAT R AT T
2020 £ 10-12 H BARS U0 F 4R 3. 2 PR

3.2 WPATHHBIR

- 55| (g5 | Olss | ORSS| ORS5 | (IRg5 | Ulss (E%:%:ﬁ

g%,é%ﬁ~%ﬁ>i%%>&ﬁ%>6%ﬁn M) |2 | %d) WD 9 %&
» 234y | 4 v | 144 |20 4% | 10 4y | 1048 | 4

222; 98.5 | 21.5 | 7.0 | 6.0 | 15.0 | 20.0 | 10.0 | 10.0 | 9.0 | 0.0

BRI LR EREHENAIRA A

255 PRI 0L 22 JH AR AT i o SAT IR 55 o S IR 9 -

1 BB 7 1H

IR 55 A 455 2 0 =% 8 D s R 55 B HE b, AT 52 70 25 P %o IR 95 iz, RS
EZ 1 e SN 9 TN & s o R A D - SUNE R E- I RN NIV iR E I RC A8 N S
BOHLE . RGO WA B MPUREE 2 0, EEMNRE ERm% 5 ks
(AT . 22 MARATH P SCATAT AT 4 LOGO RYEHB M, LED B IEW Box. G/
PA_ESBTHA R L 1) PR R AL XA AT N BRI B T M & B R A measd H
ARBISYERE . N ER” SR EASHATKED . M EAME T, B LR
RO AIE B, AR A A . 2 A M b SRS B AN, KBS AR UK
Pl RESE G TR, SRR =702 —, THF RS, B
TRV T HAN AL, WS TSNS  SE A R B S S THRUE
Sy ISR AL, AR MR R R [ B X [ R OR B T
AR . SRS — Mk, ABNLENVAETEE. A& BAEAUS.
H B X — KRB ATEE .

2. NATJTTH

P A LR BIERS —, CRMGRRYF, L&k, e, 1
2 TAAAAE R PSS IR, Wi o BRI JE S A0 53 R A 3 15
R 228 PR AR 38 2 P R T ] IR, AEL AR AR 25 77 00V 55 75 SR A (R kAT L 7 2R 18
I, SREUTEN RS RNEEE, R R IR S I TR s ZETISR IR
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ST, KL PLIE S N R AE T3 L RTRSATHHIE, W2 sk, Jf
FER I, EESEER % . HHE RS % RS BB T L AF R AL R
AE SR “ R A B R S, 53R S AR AR B IO X ey
SRS, IR TAEANEE L, BICE OSSR ANAT 28 1R AE,
YO R AR R BN G BT T, R AR ORI MR S AN, KN R 8k
SRS . B RIS BRI AR MR . REAEE AL Rify A%
PR, RIS 2 TR S Bl R, Ble, WGk
L E TS H AR AR SRR EE S, AN RN i A
RS

3. B YE 5

22 PMARAT R P S AT 358 % R VIP % 7 4EY, et SR LA AR AL
A 55, (H T 2RI o ST S MREL S, L5532 )™, BER LS5 0B AL
B2, B ST ER BN K, IXFE A2 HBLERAT X VIP 2 (R R 55 BR
ERANBIAL . ROERAT =) \R A B JE N BT, P B E 2 X A
HEPEAF M. KA VIP 2RSS ITH, EMRAT I AT A AT & fE &
RORTE, BAAERC B PRI 2 B W S R A R B, SR Al s

M55
3.3 ZMMITHIP ZITIRFZREREERE

3.3.1 [a)&E it

1. &Rk 4

R AC LI, B0 22 N ERAT M SAT RS R = AT b, A
7] 5 1] R A 4 B4R =8 3 2L A

(1) B AR D NEARRGE, HhAEZ 5 NG HEENR ) HE
W AR MR WNAKCPENE, GRS AR S B H AT TR MRAT I
FATIAZ S5, S 5FETINSIEE

(2) H_HHARERZONE, MRFSHE. REER. IREGREE, kR
S, RAINE AT A, R4 SERVQUAL RS AT IR 1, 2 SERVQUAL
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BRI AN S AR AT SEPE (Reliability) « fRIEME (Assurance) . HEME
(Tangibles) . FfHPE (Empathy) MIMRPE (Responsiveness) RAGE kST H
EMEER, 05 EdH OB ZERSChE €@ H, IAYER R 22 4
NI, FERANARIT R 3.3 BN,

(3) BB =3B AR AT VR IRAF RS, DRI iR 55 22 J9 i o i, gk
JERR B BONESE, BT RE 7Rt 2 DUE R, SR HE X TR
T I — SeAR G

# 3.3 SERVQUAL BRI R ERBMERER

B BRARYHE

Ql. AMREREMANRSRERHER

2. MARESHAR pan
gy 02 PRBSHTART MRS

Q3. MR TIEARBRAEENIREMIM R

Q4. MmixitsS M TIEARFTIRAAARSHEILE

Q5. MR LIEARX T FFXENEIGEE R T

Q6. BFBRIEMER, MR IIEARERIEOFRMHATE

TEMEE Q7. NREdEMN

Q8. MR LIEAREEIRA TR MK BENIIRS

Q9. MRTIEARXMERAIARSIFERIEF

Q10. MR TEARBETMNEIFE FIRHEARS A /EFR 8

=y Hebfzig +H4 AR &
o B Q11. WETIEA RRERIRME LIRSS

Q2. MR RTEAREEHYES

Q13, F& R TAMERMtha U Bl hE PRI B2 R A K

Ql4. MmATEESEHRM

15, AR LENELEHEF 2RI
®iEtEE o 7 d :

Ql6. NERTEBILIREN

Q17. RITTMMBNIFEE S AHF DR EF RS

Q18. MASHNAENEFREARERS

Q19. M= R TREBAETEFEAMNXIE

BIEMEE 020, MRRTIFATHBEANFER

Q21. BEIRITERAFZEARE, TULEFERET FHIF

Q22. RITEMME W BT EZHEFFHNFER

GRS A AARYE SERVQUAL 7 7 35 25 24 il T 75

ZRA RGN N e, . KREREREN MR
TR SUATHRAT IR R A A G o 56, SR RIEME 7 ARG T R &
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GREE, BOIRATIRENS K 588 RS T IR A X R S 5
=, AR R N =R, BN R, TR OSBRI
Wk B RONVPO R, JERRAAE R MBI, $ % i AR A AR,
EIRGIEEAWEN 12, WEAWE N2 B, RN E, tEwmEN4E,
EFEWE NS B, RAEEEARERN 15, WBAHENN 2, — A3
G, WG ECN 4 4, AREIRECN 5 4y, S SR FIRE B SRS R B £ 5
=R F R 2 UL R, 2% 7 AT AR BT RA A AT G B ORI ik
T, BILHE 3T AN, I, ZE. RHEZ B RENE .

2. [ BBt )

(1) HEtk: BHOHEARRNGHEER NS FA, BIERERIIR R
TG AR A 38 ) R ARG BRI AT B EA, BDAR R — &R A AT DA
AL B AR R .

(2) BHEVE: G, B, WENHE — € M EINY, H5k
FEFEAAGENL T, LU RS AEOUAT 78, I e 2RV 2 WUk £, %
Sy HE Sl a ERIGRE, 5o ME# B4R .

(3) e AR S BRSPS 2 AR RS B2, Bt —H T4,
RATFHIRAT B AR, ARV, FE6NEE A SR, XU ) R
—E MG E, RS EA S E AT B, B MR R, PR
KH.

(4) ISRV DR 9% P BRI TR) R 2 5t ), B DA 25 1) 3 10~ 2 ek (1]
PEHIE 15 738z W, [ BEANR 2B — > r) @, AN A — A B S ) AL

(5) b3 k. (0 G0 EHdE 1R . IS

3.3.2 EIEA S EY

AR VA 2 M ARAT i o STAT RIS APV 55 B2 P AR 9 R A 8] 5 AR AR o 22 AR
ATt AT BB AL T b SCAT I0 A KM — KT, VRN E B EH R 5
b, ASCE XA IR IR % 7 HEAT TR, BT U ST R T I
PR BRI, AR RSB sV ST, RENS RO S AR AT
ST ESEE ML ARG R A TR —ANH, A SCRENLE R 1247 70 2
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A 55 (7 PR BERT 5 R AR 2 5 3 AR i M), SErh 7E 18 3 65 5 2 [,
MG CRAE B R 20 . TR S AT I R 2 55 s A BATBERI AL 7
M TSGR BIKANRMFRE SR BB RGNS 58 e
JE BB 2 4 JE I AL AR R R T T A V0 BB R AN 26 A BB B, A RIEF 2
FAE BB, ARANEHRRE 8o 5, 8 H G KELh 10 3] 30
W, ZZITHERLM, W% KBCEE A FE, BERBEEIEE 400 f. F
BT GO 45 5t . SR sE ol 55 I I &

1) 6 R B B A 400 43, SR T b 362 43 1 [T AE, 5B 90. 5% A1k
o (ERLIN RN il 25 0, I BRTC 0] 4 FP AP AR SR T A . B H R A
Gy Bl A — 4 I TR [ 46 ) R, B 0k R, ME LA RN 1) 35, AR 346 A 2K,
15 7] 5 AT $ ) 86. 5%

3.3.3 HiEAE

AU A AT R 400 43, 5% 1 b 362 4y IRl SRR TRk 5
PR WHBN. ZERE0E. POBE SIS &5, BURTHIRIH
W, AELL R R, AT RO 346 4, I RN 86. 5%, FEAIEAL(
BN 3. 4 Fios:

K34 HEEABERGIR

PREEER 15 B4 I FEAHL B4t
5B 158 45. 66%
P51
% 188 54. 34%
30 ZLLR 86 24. 86%
R 30 %-50 % 122 35. 26%
50 %L1 138 39. 88%
3000 7TGELF 105 30. 35%
MWNELLON 3000 756000 7T 152 43.93%
6000 LAk 89 25. 72%
W TAE A HERME 184 53. 18%
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EFENLTAENG 162 46. 82%

TR A NARYE Gt 2 o S 50 s

PRI SERVQUAL #E7Y H B R B i M, il Rals, %X
MIRAT I AT IS5 5 G HE A4 T = R BN CRIETE G BRI R s HF44 28—
R N T PR SR EL S5 N 2 P 2 BTG, SFRIMEDN 4,30, HEEEE

B RN EE T T RRAT R 0B L R B A BT P MR SR, P4 E
4. 25; FFHIHEAG 55 =10 H v e = R a5 AR N D3 R0 0 R R A b R 5 1
PAREE N il AR N 52 5 VR & P SR A IR 5 (B BT 1), P38 208 4. 20, HES i
JE AT REVE, 1553 SRR H D S LRI s AR N GOKE 7 BT i T o 17 T R A T
FeR, IR 3. 62, (RIECEE R H AR T 51 AT DU AL A5 35 2 1
SRR, DRSS, “FI97350 N 3. 96, (RIH0EE = M H A fLN S AR N
BRI A ridst, P18 3.99. B 3. 1 N HERTFHESE, B
3.2 % H P45 57 [ -

hER
4.2
4.145231214
4.15
4.11632948
S 1154200E 4.101734104
4.1
@
4.05
R
3.99017341
4
3.95
319
Ak Ta:rz M 7 1 TRAETE iR

HER

B 3.1 SERVQUAL #5% HERFIHE
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SERVQUAL H5 7Y i) j5 > 151 53

9]
g
[=] [=] ()
= B
Sl B on
L — N o i =] B4 N = = e [/
l\kD STHON— < SHORORNN
SiIS S B N B E] B
B d L] <1 bd B3 3
<l en <
o
St e S e DS
©f © © & Bl & @€ & ¢ @6 & & @

SERVQUAL F578 jia] 151

A 3.2 SERVQUAL ##AF EREH P4 HE
3.4 ZMRITHIP ZITIRS R BB

341 ERZENBEENFREARS

Gt R Q7 (M AR FEMI? ) A Q14 (W &R TREAEHK? ) 15
O TEILINI 3.3 Fion, 55 28 F CHENE 22 MUARA T v SAT BARYEAN T 0 2 ) 15
SN 3.4 s, =RCFIAS RN 417 o 417 F1 4,08, WK

SERVQUAL 4 2 jn 351 ~F 35 4y

875144509
869364162
=205202312
=#]5606936
1618497
4.173410405
4.028901734
99132948
205202312
854913295
852023121
1618497
4.173410405
=803468208
1618497
28901734
8969364162
872254335
802485549
e 4566474

IME

82427746

—ft] 5606936

P I I I T T R T T R S L - W
SO L R G S S S P A R Rl R R R R S I A M

SERVQUAL #5178 ] Ji 377

B 3.3 SERVQUAL #AFEREH P45 HE
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28 R ATt

s I
7

27

1

0 50 100 150 200
NF&EE

3.4 28BERGHHE

1553 2 W 22 PNARAT M S AT 2 B IR 55 =BV A i o 22 MIARAT M S AT A
RT.96 N, 80 J5 T 28 N, Lk 29%, H4 68 A¥IA 90 5, KL 71% /i
FTSEARI A E &, LA R BRI 22 MNERAT My S AT 1Ry B3
SCAT, HAAO 5 LG A BATBCEE AL N B TSR B IR N R 972 8 R T
A ELBE R ARG 55 | Hirrh BRI E R AR 2 M R IR AL OR R R B  R
KPR ERZ, BB GEHAES, (HR RN a2 % 7k A 57 AR
FEBERRR, TR TAEE A POE IS, Fiki% S SR, b %
PPN, I P L P AR R S5 U TH I — 2 i) . BN R SSK P R AE,
PR B E A SR ALE, ASHEE A RIS — R A L.

3.4.2 TRl S5 T ACH I

GEit 30 MR 31 MR LT, RIS E A E, ABHBL AN
264 N, HLb76%, 1P 3.5 Ao, A ERF A TN HEER, w85
BN 4.11 %, tnE 3.6 .
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