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摘要摘要摘要摘要 

    本研究根據樣本銀行總行進行客戶滿意度調查之問卷資料庫，以評分

方式得出每家分行與每位理專分數，並蒐集分行與理專各項業績達成率，

透過統計分析來探討客戶滿意度與分行端及理專個人各項業績構面之相

關性。本文將探討服務品質與績效的相關性，透過銀行財富管理業務之各

項績效指標與客戶滿意度來探討其中的相關性，並深入探討樣本銀行應如

何藉服務品質提升顧客滿意度進而創造營運績效，以達到各項業務目標最

大效益化。 

    實證結果可分三方面     

一、分行方面 

    在分行端客戶滿意度對存款及保險業績有高度相關性，其次為保險及

總達成率以及財管手收均為正相關但較不顯著；與VIP為負相關，投資餘額

顯示為不相關或不顯著。 

二、分區方面 

     北部分行客戶滿意度高低落差較大，中南部普遍有一定穩定度，客

戶滿意度與投資呈現負相關。桃竹區客戶滿意度得分最高且相對其各項業

績均為正相關。中南區分行客戶滿意度與總績效達成呈現負相關或不顯

著 。 

三、理專方面 

     理專之客戶滿意度部分在手收及總達成率上呈現顯著高度相關。理專

在服務年資與客戶滿意度呈現正相關性。 
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ABSTRACT 

The study is based on the questionnaires of the customers The study is based on the questionnaires of the customers The study is based on the questionnaires of the customers The study is based on the questionnaires of the customers 

satisfaction from the  headquarter of the sample bank. We graded satisfaction from the  headquarter of the sample bank. We graded satisfaction from the  headquarter of the sample bank. We graded satisfaction from the  headquarter of the sample bank. We graded 

every financial adviser in every branch by collecting the rates of every financial adviser in every branch by collecting the rates of every financial adviser in every branch by collecting the rates of every financial adviser in every branch by collecting the rates of 

tttthe business achievement , and studied the connections between the he business achievement , and studied the connections between the he business achievement , and studied the connections between the he business achievement , and studied the connections between the 

branches and the financial advisers in the customers satisfaction branches and the financial advisers in the customers satisfaction branches and the financial advisers in the customers satisfaction branches and the financial advisers in the customers satisfaction 

and business achievements in all areas through the Statistical and business achievements in all areas through the Statistical and business achievements in all areas through the Statistical and business achievements in all areas through the Statistical 

analysis .The results of the experiments shows in three partsanalysis .The results of the experiments shows in three partsanalysis .The results of the experiments shows in three partsanalysis .The results of the experiments shows in three parts : : : :    

1. In branches part :1. In branches part :1. In branches part :1. In branches part :    

     The customers satisfaction  is highly connected to the saving      The customers satisfaction  is highly connected to the saving      The customers satisfaction  is highly connected to the saving      The customers satisfaction  is highly connected to the saving 

and insurance business achievements. The insurance, the rate of and insurance business achievements. The insurance, the rate of and insurance business achievements. The insurance, the rate of and insurance business achievements. The insurance, the rate of 

business achievements, and money collecting are relating but minor. business achievements, and money collecting are relating but minor. business achievements, and money collecting are relating but minor. business achievements, and money collecting are relating but minor. 

The connection with VIP is negatThe connection with VIP is negatThe connection with VIP is negatThe connection with VIP is negative. There is nothing much to show ive. There is nothing much to show ive. There is nothing much to show ive. There is nothing much to show 

related with the investment amounts.related with the investment amounts.related with the investment amounts.related with the investment amounts.    

2. In the districts part :2. In the districts part :2. In the districts part :2. In the districts part :    

   The connection between the customers satisfaction and investment    The connection between the customers satisfaction and investment    The connection between the customers satisfaction and investment    The connection between the customers satisfaction and investment 

is negative.  The gap of  the customers satisfaction is wide in the is negative.  The gap of  the customers satisfaction is wide in the is negative.  The gap of  the customers satisfaction is wide in the is negative.  The gap of  the customers satisfaction is wide in the 

branches in the northbranches in the northbranches in the northbranches in the north, but it's stable in the other districts.  The , but it's stable in the other districts.  The , but it's stable in the other districts.  The , but it's stable in the other districts.  The 

customers satisfaction in TaoYuan and HsinChu branches scores the customers satisfaction in TaoYuan and HsinChu branches scores the customers satisfaction in TaoYuan and HsinChu branches scores the customers satisfaction in TaoYuan and HsinChu branches scores the 

best and the connections to all business achievements are positive. best and the connections to all business achievements are positive. best and the connections to all business achievements are positive. best and the connections to all business achievements are positive. 

The customers satisfaction and business achievements is negative or The customers satisfaction and business achievements is negative or The customers satisfaction and business achievements is negative or The customers satisfaction and business achievements is negative or 

minor iminor iminor iminor in the rest of the branches.n the rest of the branches.n the rest of the branches.n the rest of the branches.    

3. In the financial advisers part :3. In the financial advisers part :3. In the financial advisers part :3. In the financial advisers part :    

   The  customers satisfaction is highly related to the money    The  customers satisfaction is highly related to the money    The  customers satisfaction is highly related to the money    The  customers satisfaction is highly related to the money 

collecting and the rate of business achievements. Financial collecting and the rate of business achievements. Financial collecting and the rate of business achievements. Financial collecting and the rate of business achievements. Financial 

advisers' working years are highly related to The customers advisers' working years are highly related to The customers advisers' working years are highly related to The customers advisers' working years are highly related to The customers 

satisfactisatisfactisatisfactisatisfaction as well.on as well.on as well.on as well.    
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