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Measuring customer satisfaction is a relatively new concept
to many local banks that have been focused exclusively on income
statements and balance sheets. C(;mpanies now recognize that
customer satisfaction is a critical strategic weapon that can bring

increased market share and increased profits.

“The primary objective of this study is to identify critical
factors that have the greatest influence on customer satisfaction
toward products and service in the Prudential Bank Cavite 11

branches. This paper first discusses the concepts of customer
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satisfaction and service quality from the literature and sufnmarizes
findings in theoretical and conceptual framework. ‘Based on
conceptual framework, the researcher develops a service
performance measurement instrument to measure customer
satisfaction. “The procedures used in generating items, protesting
questionnaires, and analyzing data from a quota sample of 550

customers are described.

“Various data collection methods have been employed,
including self-administered questionnaires, face-to-face interviews,
telephone interviews, and access to internal reports of the bank. A
total of 357 of the 550 questionnaires were returned for a superior
response rate of 65%. “The principal method of data analysis is
descriptive. T)evelopment of scales and testing of study variables
were achieved through quantitative techniques such as, Pearson
coefficient matrix, multiple linear regression analysis and Stepwise

multiple regressions.

“The results of study showed the bank in general are

satisfied and indicated that service quality was the most highly
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correlated to overall customer satisfaction, followed by fairness,
product innovation, convenience, and price.”Service quality was
the first variable to enter into the stepwise regression equation for

predicting overall customer satisfaction, followed by fairness and

convenience.

Finally, to improve further the customer service from
clients concern, and change some behind customer satisfaction
level in individual branches, the study concludes with several

recommendations for the bank.
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