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ABSTRACT

Service quality is as important for those who provide the service, as it is for those who enjoy it. SERVQUAL is
an instrument used to measure service quality. The instrument has been adapted to measure service quality
in a variety of settings, including banking. Instruments, designed from scratch, have also been used to
measure the service quality of banks. To the best of the authors' knowledge no studies on the service quality
of customer service representatives (CSRs) in banks have been reported in the literature. The aim of the
authors' research is to explore the dimensions of service quality of CSRs in banks and which dimensions
have the strongest relationship to customers' overall assessment of CSR's perceived service quality. The
research is quantitative and done among customers of the Icelandic banks. A convenience sample was
used. The results of a factor analysis show that the service quality of CSRs in banks has two dimensions,
personal skills and service environment of which personal skills are more important.
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