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Study of Customer Satisfaction in Commercial Bank Based
on Structural Equation Model

KOU Peng,DAI Lin,CHEN Yi
(College of Science,Kunming University of Science and Technology , Kunming 650093, China)

Abstract In customer satisfaction research involve many potential measurement of variables and the causal model, structural equation
model for solving these problems provides new and more effective method. Combined American customers satisfaction theory , the custom-
er satisfaction evaluation model based on commercial bank is constructed ,and according to the evaluation model establish the relative in-
dex system. First, make analysis about the each index which influences the commercial bank customer satisfaction. Second, using structural
equation theory studies relationship between the factor influencing customer satisfaction in commercial bank and the structural relationship
between inner factors,which demonstrates the system can well reflect the customer satisfaction of commercial bank. Finally put forward
relevant suggestions about how to improve the commercial bank customer satisfactions.
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