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ABSTRACT

Servqual is a short form for the “service quality”, where it is related to the customer satisfaction in using services that provided by an organisation either
private or public sector.This research study aims to apply Servqual model to examine the relationship between mobile banking service and customer
satisfaction. There are some previous study was done on mobile banking but the researcher used another method on evaluating their customer satisfaction.
In this study, the dependent variable is customer satisfaction while the Servqual items are the independent variable. There are five dimension of Servqual
model and among these five dimension, which are tangibility, reliability, responsiveness, assurance and empathy.

PROBLEM STATEMENT RESULTS

= Mobile banking is still not broadly In use In
our country, Malaysia due to the lack of
knowledge.
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RQ Il :Which of the Servgqual model

dimension ranked the most towards
customer satisfaction on mobile banking?

RESEARCH OBJECTIVES

The purpose of this research study are:
To evaluate the significant factors that
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Tables show the reliability analysis for Part 2 of the survey questionnaire which are divided according
to the five dimension in Servqual (tangibility, reliability, responsiveness, assurance, and empathy) and
also customer satisfaction. Both bank shows a strong value which is in the range of 0.694 to 0.937. This
Cronbach’s alpha values will define that the respondents are understood about the questionnaire that
have they answered.
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RECOMMENDATION

Bank A shows that there are four variables that are significant which are reliability, responsiveness,

assurance and empathy. Meanwhile Bank B shows that all the independent variables have a significant
value. This value can be relate to the demographic background of the respondents involved. Bank A has
more user who are student while, Bank B has more working people as their customer.

v Choose the right timing to conduct the
survey.



