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An Empirical Research on Waiting Patiently of Banking Customers

SU Hao, GAO Yuan-yang

(School of Economics and Management, Beijing University of Aeronautics and Astronautics, Beijing 100191, China)

Abstract: This research is based on relevant theories of waiting. We use interviews and the questionnaire survey
method, try to define the “degree of customers’ patient waiting” , and explain the relevant mechanism. “Customers’
patient waiting degree” refers to the moment when customers lose patience during the process of waiting because of
subjective and objective reasons for the accumulation of constant negative emotions. The controllability of the waiting
time and negative emotions were significantly positive and negative correlations, and the correlation between the nega-

tive emotions and customers’ patient waiting degree was negatively correlated. Some suggestions are given on impro-

Vol.23 No.5
September, 2010

ving the banking sector.
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