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Appendix A
Variables in the model
No. Variables Items Sources
Bank A has up-
1 TAAl  XYZhas upto- g
date equipment. :
equipment.
XYZ’s physical Bank A’s
facilities are physical
2 TAA2 . facilities  are
visually :
appealing visually
PP ' appealing.
T ibl XYZ’s ]:rir;lfoyees l:res d
angible employees  are Cronin an
3 Assets TAA3 well dressed and ;’i}l d;;s)seeaci Taylor
1992
(TAA) appear neat. neat. ( )
The
The appearance appearance of
of the physical the  physical
facilities of XYZ facilities of
4 TAA4 is in keeping Bank A is in
with the type of keeping with
services the type of
provided. services
provided.
When XYZ When Bank A
promises to do promises to do
5 REL1 something by a something by a
certain time, it certain time, it
does so. does so.
Reliability When you have Sronin and
(REL) When you have problems Taylor
REL2 problems, XYZ n A is (1992
is  sympathetic .
. sympathetic
and reassuring. .
and reassuring.
XYZ is Bank A s
! REL3 dependable. dependable.
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No. Variables Items Sources
Bank A
XYZ provides provides its
2 RELA4 its services at the services at the
time it promises time it
to do so. promises to do
SO.
XYZ keeps its Bank A keeps
9 RELS records its records
accurately. accurately.
XYZ does not Bank A dqe S
. not tell its
tell its customers customers
10 RESI1 exactly  when
: : exactly when
services will be : 4
services will be
performed.
performed.
You do not You' do  mnot
receive prompt receive prompt
11 RES2 . service  from
service from
XYZ employees Bank A i
Responsiveness ployees. employees. grorlnn and
aylor
RES
(RES) Employees  of LMPloyees of (1992
Bank A are not
XYZ are not e
12 RES3 o always willing
always willing to
to help
help customers.
customers.
Employees of Employees of
XYZ are too Bank A are too
13 RES4 busy to respond busy to respond
to customer to customer
requests requests
promptly. promptly.
You can trust You can trust
14 ASS1 employees  of employees of
XYZ. Bank A
You feel safe in ;{;?rfeel safe in Cronin and
Assurance i
15 ASS2 zl;igf transa;(cs%r’lz transactions Taylor
(ASS) with Bank A’s (1992)
employees.
employees.
Employees of
16 ASS3 Employees  of pok A are

XYZ are polite.

polite.
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No. Variables Items Sources
Employees get Employees - get
adequate support adequate
17 ASS4 support  from
from XYZ to do Bank A to do
their jobs well- . ir jobs well.
XYZ does not Bank A does
give you not give you
18 EMPL 4 dividual individual
attention. attention.
Employees of
Employees  of
XYZ do not give B'ank A do not
19 EMP2 give you
you personal 1
attention persona
) attention.
Employees of Employees of
20 Empathy EMP3 XYZ do not Bank A do not Cronin and
know what your know what Taylor
(EMP) needs are. your needs are. (1992)
XYZ does not Ej?kha\i dgzi
21 EMP4 have your best : Y
) best interests at
interests at heart.
heart.
XYZ does not Bank A does
. not have
have ~ operating operating hours
22 EMPS5 hours convenient 0 18
to all their convenient t.o
customers. all their
customers.
Ovent g or T T
3 CUS1 satisfaction with with the
the product or
service product or
’ service.
The degree to The degree to
Customer WhifCh WhifCh Bitner and
Satisfaction performance performance Hubbert
24 CUS2 falls short of or falls short of or uoe
(CUS) (1994)
exceeds exceeds
expectations. expectations.
Rating of Rating of
performance performance
25 CUS3 relative to the relative to the
customer’s ideal customer’s
product or ideal product or
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No. Variables Items Sources

service in the service in the
category. category.

Note. (*) Bank A is used to replace the name of the surveyed joint-stock commercial bank (in this study, it is (1)
Vietnam Foreign Trade Joint-Stock Commercial Bank (Vietcombank); (2) Saigon Thuong Tin Commercial Joint-
Stock Bank (Sacombank); (3) Vietnam Technological and Commercial Joint-Stock Bank (Techcombank)
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