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M.A. Thesis:

The Effects of Perceived Quality, Costumer and Bank
Characteristics on Satisfaction of Banking Services
Moderated by Costumers trust

The organizations, especially the banks are always supposed to evaluate their costumers”
satisfaction levels in order to improve, and enhance their relationship with their costumers.
The mail purpose of this paper is set to review the perceived effect of bank services,
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costumers’ features, and satisfaction in the bank industry. The population of interest is The
Melli Bank's costumers in Sabzevar in 2018. The sampling is done using simple
randomized sampling, and based on Morgan table it is 173.

The statistical findings yield that there is not any co-relation between costumer's features
and satisfaction.

It is also shown that there is a meaningful relation between the bank's characteristics and
the costumers™ satisfaction. There exists a thoughtful relationship between perceived service
quality and costumers satisfaction.

The results also reveal that trust does not balance the relationship between perceived
service quality and satisfaction.

In conclusion, the results yield that there might not be a great importance of the customer's
features in the bank, however, bank’s characteristics and perceived quality is very
important, and needs to be supervised. Although the trust plays a vital role in costumers’
satisfaction, but, it will not balance the relationship between quality and the costumers’
satisfaction.



