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This research aimed to examine the perceptions of Government Savings Bank (GSB) customers toward 
1) waiting time in the process of bank account opening 2) the bank’s strategies to distract customers 
during their waiting. Additionally, the study was aimed at determining how to improve the bank account 
opening process in order to reduce the waiting time. The sample was comprised of 100 customers 
opening an account at the bank. The data pertaining to customer perceptions were collected through a 
survey questionnaire and then analyzed using descriptive and inferential statistics. The data for bank 
account opening process improvement were gathered through interviews with a deposit manager and a 
loan manager. The findings from survey indicated differences in the perceptions of the customers from 
different age groups and occupations. Those  aged above 60 satisfied with the waiting time and 
distraction strategies. On the other hand, government officers, employees and business owners were 
satisfied with the distraction strategies but not the waiting time. The interview results revealed that the 
bank opening process could be improved by eliminating some unnecessary steps, thereby resulting in 
increased customer satisfaction. 
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