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GAP 1 : EMPAHTY GAP Statements 1-14
        Statements: 1-4
Marketing Research Orientation Sub-GAP

        Statements: 5-8
Upward Communication Sub-GAP

        Statement:   9    
Levels of Management Sub-GAP


Statements 10-13:     Horizontal Communication Sub-GAP

        Statement   14:     
Overpromising-Underdelivering Sub-GAP

GAP 2:  RESPONSIVENESS GAP Statements 15-25

        Statements: 15-18 
Management’s Commitment To Superior Performance Sub-GAP

        Statements: 19-20 
Goal Setting Sub-GAP

        Statements: 21-22
Task Standardization Sub-GAP

        Statements: 23-25 
Perception of Feasibility Sub-GAP

GAP 3:  ASSURANCE GAP  Statements 26-49

        Statements 26-30   
Teamwork Sub-GAP

        Statements 31-32 
Employee-Job Fit Sub-GAP

        Statement   33
Technology-Job Fit Sub-GAP

        Statements 34-37
Perceived Control Sub-GAP

        Statements 38-40
Supervisory Control Systems Sub-GAP

        Statements 41-44
Role Conflict Sub-GAP

        Statements 45-49   
Role Ambiguity Sub-GAP

SECTION 1

Directions:

Listed below are a number of statements intended to measure your perceptions about your bank and its operations.  Please indicate the extent to which you disagree or agree with each statement by circling one of the seven numbers next to each statement where strongly agree is 0, 3 is neutral, and 6 is strongly disagree.   There are no right or wrong answers. Please tell us honestly how you feel.  
Remember 0 is Strongly AGREE and 6 is Strongly DISAGREE.




 Strongly



  
   Strongly




  Agree

                                       Disagree

1.  We regularly collect information about the needs

0
1
2
3
4
5
6


of our customers.

2.  We frequently use marketing research information

0
1
2
3
4
5
6


that is collected about our customers.

3.  We regularly collect information about the 

0
1
2
3
4
5
6
service-quality expectations of our customers.

4.  The managers in our bank frequently interact with

0
1
2
3
4
5
6


customers.

5.  The customer-contact personnel in our bank

0
1
2
3
4
5
6


frequently communicate with management.

6.  Managers in our bank frequently seek suggestions about

0
1
2
3
4
5
6


serving customers from customer-contact personnel.

7.  The managers in our bank frequently have face-to-face

0
1
2
3
4
5
6
interactions with customer contact personnel.

8.  The primary means of communication in our bank

0
1
2
3
4
5
6
between contact personnel and upper management 

          is NOT memos or email.

9.  There are NOT too many levels of management between

0
1
2
3
4
5
6


customer-contact personnel and top management

          in the bank.

10.  The people who develop our advertising consult

0
1
2
3
4
5
6


           employees like me about the realism of  promises

           made in our advertising.

11.  I am almost always aware in advance of the promises

0
1
2
3
4
5
6           made in our bank’s advertising campaigns.




 Strongly



  
   Strongly




   Agree


                            Disagree
12.  Employees like me interact with operations people

0
1
2
3
4
5
6

           to discuss the quality of products and service the

           bank can deliver to its customers.

13.  Our bank’s policies on serving customers are 

0
1
2
3
4
5
6           consistent among the various offices and branches

           that serve customers.

14.  Our bank does NOT make promises we cannot keep

0
1
2
3
4
5
6


          in an effort to gain or keep customers.

15. Our bank does commit the necessary resources

0
1
2
3
4
5
6


for high-quality service.

16. Our bank has internal programs for improving the 

0
1
2
3
4
5
6


quality of service to customers.                              


17. In our bank, managers who improve quality of       
    0
1
2
3
4
5
6


quality of service are more likely to


be rewarded than other managers.

18. Our bank emphasizes serving existing customers

0
1
2
3
4
5
6


as much or more than it emphasizes selling to

          acquire new customers.

19. Our bank has a formal process for setting quality of

0
1
2
3
4
5
6


service goals for employees.

20. In our bank we set specific quality of service

0
1
2
3
4
5
6


goals.

21. Our bank effectively uses automation to achieve

0
1
2
3
4
5
6


consistency in serving customers.

22. Programs are in place in our bank to improve 

0
1
2
3
4
5
6


operating procedures so as to provide consistent

         service.

23. Our bank has the necessary capabilities to meet

0
1
2
3
4
5
6


customers' requirements for service.

24. Our bank believes that giving customers the high level
0
1
2
3
4
5
6


of service they really want will result in greater

         profits for the bank.




    Strongly


                          Strongly




      Agree



              Disagree
25.  Our bank has the systems to deliver the level of

0
1
2
3
4
5
6


products and service our customers demand.

26.  I feel that I am part of a team in the bank.

0
1
2
3
4
5
6

27.  Everyone in my bank contributes to a team effort

0
1
2
3
4
5
6      
in servicing customers.

28.  I feel a sense of responsibility to help my fellow

0
1
2
3
4
5
6
employees do their jobs well.

29.  My fellow employees and I cooperate more 
0
1
2
3
4
5
6


often than we compete.

30.  I feel that I am an important member of this bank.
0
1
2
3
4
5
6

31.  I feel comfortable in my job in the sense that I have
0
1
2
3
4
5
6


the capability and training to perform the job well.

32.  My bank hires people who are qualified to do their jobs.
0
1
2
3
4
5
6

33.  My bank gives me the tools, equipment, and technology
0
1
2
3
4
5
6


that I need to perform my job well.

34.  I do NOT spend a lot of time in my job trying to resolve
0
1
2
3
4
5
6


problems over which I have little control.

35. I have the freedom in my job to truly satisfy my 
0
1
2
3
4
5
6


customers' needs.

36. I feel I have control over my job even though sometimes
0
1
2
3
4
5
6


too many customers demand service at the same time. 

37.  That I sometimes have to depend on other employees
 0
1
2
3
4
5
6

          in serving my customers does NOT cause job

          frustration at those times.

                                                                                                Strongly



  
    Strongly



                                                                                      Agree

                                        Disagree
38. My supervisor's appraisal of my job includes how well
0
1
2
3
4
5
6


I interact with customers.

39. In the bank, making a special effort to serve customers  
0
1
2
3
4
5
6


well does result in more pay and/or recognition.

40. In our bank, employees who do the best job serving
0
1
2
3
4
5
6


their customers are more likely to be rewarded

          (monetarily and non-monetarily) than other employees.

41. The amount of paperwork in my job does NOT 
0
1
2
3
4
5
6


make it hard for me to effectively serve my customers.

42. The emphasis the bank places on selling to 
0
1
2
3
4
5
6


customers is NOT so much that it makes it difficult 

          to serve existing customers properly.

43. What my customers want me to do and what 
0
1
2
3
4
5
6


management wants me to do are usually


the same thing.

44. My bank and I have the same ideas about how my 
0
1
2
3
4
5
6


my job should be performed.

45. I receive a sufficient amount of information from
0
1
2
3
4
5
6


management concerning what I am supposed to do

          in my job.




46. I almost always feel that I do understand the
0
1
2
3
4
5
6


products/services offered by my bank.

47. I am able to keep up with changes in the bank that
0
1
2
3
4
5
6


affect my job.

48. I feel that I have been well trained by my bank
0
1
2
3
4
5
6


in how to interact effectively with customers.

49. I am sure which aspects of my job my supervisor
0
1
2
3
4
5
6
will stress most in evaluating my performance.

SECTION 2

The questions in this section are strictly for classification and will be used only to compare how different groups within the bank feel about the issues in the questionnaire.

ALL RESPONSES TO THIS QUESTIONNAIRE ARE STRICTLY ANONYMOUS.

1.  How long have you been working for a bank or financial institution?

     ____
Less than six months

     ____
Six months but less than one year

     ____
1-2 years

     ____
3-5 years

     ____
6-10 years

     ____
10-20 years

     ____
Over 20 years

2.  Do you supervise other people?

     ____
Yes  If yes, please answer question 3.

     ____
No  If no, skip to question 4.

3.  How many people do you normally supervise?

      Full-Time Employees:

     ____
1-2

     ____
3-5

     ____
6-10

     ____
Over 10


Part-Time Employees:

     ____
None

     ____
1-2

     ____
3-5

     ____
6-10


     ____
Over 10

4.  How much of your average work day is spent in direct contact with bank customers?

     ____
0 percent

     ____
Less than 10 percent

     ____
10-30 percent

     ____
31-50 percent

     ____
51-70 percent

     ____
71-90 percent

     ____
Over 90 percent

THANK YOU FOR YOUR HELP AND COOPERATION

Questionnaires from:

Rex Bennett, Ph.D., and The Customer Driven Company by Richard C. Whiteley of The Forum Corporation and Delivering Quality Service by Zeitham, Parasuraman, and Berry.   

COMPETITIVE GAP MEASUREMENT EXAMPLE 

	(Numbers Shown are GAP numbers…the larger the number the larger the GAP)

	
	
	
	

	
	
	More Than
	Less Than

	
	 
	50 Percent
	50 Percent

	
	All
	Direct 
	Direct

	
	Employees
	Cust. Cont.
	Cust. Cont.

	GAP 1:  EMPATHY GAP
	 
	
	

	
	
	
	

	1.  We regularly collect information about the needs of our customers. 
	3.41
	3.39
	3.43

	2.  We frequently use marketing research information
	3.17
	3.33
	3.00

	     that is collected about our customers.
	 
	
	 

	3.  We regularly collect information about the product and
	3.49
	3.83
	3.15

	     service quality expectations of our customers.
	 
	
	

	4.  The managers in our bank frequently interact with customers.
	1.25
	1.35
	1.14

	1a.Average for Marketing Research sub-GAP
	2.83
	2.98
	2.68

	(Add First 4 Questions and Divide by 4)
	 
	
	

	
	 
	
	

	5.  The customer-contact personnel in our bank frequently
	2.11
	2.32
	1.89

	     communicate with management.
	 
	
	

	6.  Managers in our bank frequently seek suggestions about 
	2.55
	3.32
	1.78

	     serving customers from customer-contact personnel.
	 
	
	

	7.  The managers in our bank frequently have face-to-face
	2.17
	2.03
	2.31

	     interactions with customer-contact personnel
	 
	
	

	8.  The primary means of communication in our bank between customer-
	2.64
	3.27
	2.00

	     contact personnel and upper management is NOT memos or email.
	 
	
	

	1b. Average For Upward Communication sub-GAP
	2.37
	2.74
	2.00

	(Add Questions 5-8 and Divide by 4)
	 
	
	

	
	 
	
	

	9.  There are NOT too many levels of management between customer- 
	1.83
	1.94
	1.72

	     contact personnel and top management in the bank.
	 
	
	

	1c. Average For Too Many Levels of Management 
	1.83
	1.94
	1.72

	     sub-GAP
	 
	
	

	(Score for Question 9)
	 
	
	

	
	 
	
	

	10.  The people who develop our advertising consult employees like me
	4.95
	5.22
	4.68

	      about the realism of promises made in our advertising.
	 
	
	

	11.  I am almost always aware in advance of the promises made in our
	2.72
	2.74
	2.70

	       bank's advertising campaigns.
	 
	
	

	12.  Employees like me interact with operations people to discuss the 
	3.49
	3.50
	3.47

	      quality of products and service the bank can deliver to its customers.
	 
	
	

	13.  Our bank's policies on serving customers are consistent among the
	2.12
	2.81
	1.42

	       various offices and branches that serve customers.
	 
	
	

	1d.  Average For Horizontal Communication sub-GAP
	3.32
	3.57
	3.07

	(Add Questions 10-13 and Divide by 4)
	 
	
	

	
	 
	
	

	14.  Our bank does NOT make promises we cannot keep
	3.84
	3.77
	3.90

	       in an effort to gain or keep customers.
	 
	
	

	1e.  Average for Overpromising-Underdelivering sub-GAP
	3.84
	3.77
	3.90

	(Score for Question 14)
	 
	
	

	
	 
	
	

	OVERALL MEASUREMENT OF GAP 1: EMPATHY GAP
	2.84
	3.00
	2.67

	(Add 1a + 1b + 1c + 1d + 1e and divide by 5)
	 
	
	

	
	
	
	

	
	
	
	

	GAP 2:  RESPONSIVENESS GAP
	 
	
	

	15.  Our bank does commit the necessary resources for high-quality
	1.43
	1.68
	1.17

	       service.
	 
	
	

	16.  Our bank has internal programs for improving the quality of service
	2.61
	2.87
	2.34

	       to customers.
	 
	
	

	17.  In our bank managers who improve quality of service are more likely
	2.80
	2.77
	2.82

	       to be rewarded than managers.
	 
	
	

	18.  Our bank emphasizes serving existing customers as much or more
	1.62
	1.94
	1.30

	       than it emphasizes selling to acquire new customers.
	 
	
	

	2a.  Average for Management Commitment sub-GAP
	2.11
	2.32
	1.91

	(Add Questions 15-18 and divide by 4)
	 
	
	

	
	
	
	

	19.  Our bank has a formal process for setting quality of service goals 
	4.42
	4.72
	4.11

	       for employees.
	 
	
	

	20.  In our bank we set specific quality of service goals.
	3.08
	3.10
	3.06

	2b.  Average for Goal Setting sub-GAP
	3.75
	3.91
	3.59

	(Add Questions 19-20 and divide by 2)
	 
	
	

	
	
	
	

	21.  Our bank effectively uses automation to achieve consistency in 
	2.86
	3.28
	2.43

	       serving customers.
	 
	 
	

	22.  Programs are in place in our bank to improve operating procedures
	2.79
	3.28
	2.29

	       so as to provide consistent service.
	 
	
	

	2c.  Average for Task Standardization sub-GAP
	2.82
	3.28
	2.36

	(Add Questions 21-22 and divide by 2)
	
	
	

	
	
	
	

	23.  Our bank has the necessary capabilities to meet customers'
	2.88
	3.35
	2.40

	       requirements for products and service.
	
	
	

	24.  Our bank believes that giving customers the high level of service   they
	3.75
	4.10
	3.40

	       really want will result in greater profits for the bank.
	
	
	

	25.  Our bank has the systems to deliver the level of products and service
	2.92
	3.43
	2.41

	       the customers demand.
	 
	
	

	2d.  Average for Perception of Feasibility sub-GAP
	3.18
	3.63
	2.74

	(Add Questions 23-25 and divide by 3)
	
	
	

	
	
	
	

	OVERAL MEASUREMENT OF GAP 2:  RESPONSIVENESS GAP
	3.37
	3.68
	3.07

	(Add 2a + 2b + 2c + 2d and divide by 4)
	
	
	

	
	
	
	

	GAP 3:  ASSURANCE GAP
	
	
	

	26.  I feel that I am part of a team in the bank.
	1.95
	2.21
	1.69

	27.  Everyone in the bank contributes to a team effort in servicing  customers.
	2.46
	2.75
	2.17

	28.  I feel a sense of responsibility to help my fellow employees do their
	0.90
	0.79
	1.00

	       jobs well.
	 
	
	

	29.  My fellow employees and I cooperate more often than we compete.
	1.24
	1.45
	1.02

	30.  I feel that I am an important member of the bank.
	1.69
	2.03
	1.35

	3a.  Average for Teamwork sub-GAP
	1.65
	1.85
	1.45

	(Add Questions 26-30 and divide by 5)
	 
	
	

	
	
	
	

	31.  I feel comfortable in my job in the sense that I have the capability and
	0.89
	1.06
	0.72

	       and training to perform the job well.
	 
	
	

	32.  My bank hires people who are qualified to do their jobs.
	1.71
	1.85
	1.57

	3b.  Average for Employee-Job Fit sub-GAP
	1.30
	1.46
	1.15

	(Add Questions 31-32 and divide by 2)
	 
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	33.  My bank gives me the tools, equipment, and technology that I need
	1.37
	1.73
	1.00

	       to do my job well.
	 
	
	

	3c.  Average for Technology-Job Fit sub-GAP
	1.37
	1.73
	1.00

	(Score for Question 33)
	 
	
	

	
	
	
	

	34.  I do NOT spend a lot of time in my job trying to resolve problems over
	2.07
	2.06
	2.08

	       which I have little control
	
	
	

	35.  I have the freedom in my job to truly satisfy my customers' needs.
	2.01
	2.31
	1.83

	36.  I feel I have control over my job even though sometimes
	
	
	

	       too many customers demand service at the same time.
	1.59
	1.64
	1.56

	37.  That I sometimes have to depend on other employees in serving my  
	
	

	      customers does NOT cause job frustration at those times.
	2.67
	3.00
	2.35

	3d.  Average for Perceived Control of Job sub-GAP
	2.09
	2.25
	1.96

	(Add Questions 34-37 and divide by 4)
	 
	 
	 

	
	
	
	

	38.  My supervisor's appraisal of my job includes how well I interact with
	1.93
	2.16
	1.79

	       customers.
	
	
	

	39.  In the bank, making a special effort to serve customers well does result
	3.44
	3.53
	3.26

	       in more pay and/or recognition.
	
	
	

	40.  In the bank, employees who do the best job serving their customers
	3.09
	3.41
	2.82

	       are more likely to be rewarded (monetarily and non-monetarily) than
	
	

	       other employees.
	
	
	

	3e.  Average for Supervisory Control sub-GAP
	2.82
	3.03
	2.62

	(Add Questions 38-40 and divide by 3)
	
	
	

	
	
	
	

	41.  The amount of paperwork in my job does NOT make it hard for me to
	2.03
	1.76
	2.29

	       effectively serve my customers.
	
	
	

	42.  The emphasis the bank places on selling to customers is NOT so 
	1.21
	1.27
	1.16

	       much that it makes it difficult to serve existing customers properly.
	
	

	43.  What my customers want me to do and what management wants me
	0.92
	2.12
	1.85

	       to do are usually the same thing.
	
	
	

	44.  My bank and I have the same ideas about how my job should be
	2.17
	2.45
	1.92

	       performed.
	
	
	

	3f.  Average for Role Conflict sub-GAP
	1.58
	1.90
	1.81

	(Add Questions 41-44 and divide by 4)
	
	
	

	
	
	
	

	45.  I receive a sufficient amount of information from management
	2.38
	2.82
	2.02

	      concerning what I am supposed to do in my job.
	
	
	 

	46.  I almost always feel that I do understand the products/services offered
	1.85
	1.52
	2.12

	      by the bank.
	
	
	

	47.  I am able to keep up with changes in the bank that affect my job.
	1.65
	2.03
	1.35

	48.  I feel that I have been well trained by my bank in how to interact 
	1.62
	1.73
	1.53

	      effectively with customers.
	
	
	

	49.  I am sure which aspects of my job my supervisor will stress most in
	2.76
	3.00
	2.56

	      evaluating my performance.
	
	
	

	3g.  Average for Role Ambiguity sub-GAP
	2.05
	2.22
	1.92

	(Add Questions 45-49 and divide by 5)
	
	
	

	
	
	
	

	OVERALL MEASUREMENT OF GAP 3:  ASSURANCE GAP
	1.84
	2.06
	1.70

	(Add 3a+3b+3c+3d+3e+3f+3g and divide by 7)
	
	
	

	
	
	
	

	OVERAL GAP MEASUREMENT SUMMARY
	
	
	

	GAP 1:  EMPATHY GAP
	2.84
	3.00
	2.67

	GAP 2:  RESPONSIVENESS GAP
	3.37
	3.68
	3.07

	GAP 3:  ASSURANCE GAP
	1.84
	2.06
	1.70
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