
QUALITY OF PERSONAL BANKING SERVICE OF I/ICENSED

COMMERCIAL BANKS IN GAMPAHA DIST{.ICT

By

MANIYA|{GAMADEWAGENADEESHAPIYUMALI

KARUI{ARATHNA

REG. NO : EU/lSlz0l4 I COM/05

INDEX NO: COMI775

'ffi ililililllliffffittilllllr;\ftr*fil*' it?:l)Tl,$

A project report Submitted to the faculty of commerce and Management, Eastern

university, Sri Lanka as a partial fulfillment of the requirement of the Degree of

Bachelor of Commerce Honours

Department of Comrnerce

Faculty of Commerce and Management

Eastern UniversitY, Sri Lanka

^iia.ry{.lAB$i;$*,:8.lMA ttJ ri*n,+ nil'gi.rtr,

.{ 
c I orT zozr }.

2020



ABSTRACT 
f

Service quality can be important for the al7 organizations to growth and lerformance of the

organizatton. The banking industry no exception. In order to gain competitiveness, the bank

has been introducing more facilities to customers than other competitive organizations.

Since the length in years of customer relationships are one of the most important factors

that contribute to the profitability. As a result, service quality may be one imporlant driver

of licensed commercial banks. The main aim of the study is to find out "The level of service

quality of personal banking in commercial banks in Gampaha District"-

This study *.as implemented with five dimensions which are used to measure the quality

of services. Those dimelsions are core service, tangibility, service delivery, reliability,

competence. Primary data collection method was used in this research. The primary data

were collected using questionnaires from the customers, who are using ihe commercial

banking facilities selected in Gampaha District. Three hundred customers are selected as

sample out of hve banks using the convenience sampling method.

As wellas, Sample and the questionnaire was analyzedusing five point Likert scale model.

Further collected data were analyzedby using the SPSS version 22 computer package for

interpreting and obtaining conclusion. The collected data were analyzed by using

frequency analysis, descriptive analysiS, closs tabulation analysis, ANOVA and

independent sample T test.

Based on research finding indicate that there is high level of service quality in personal

banking service of licensed commercial bank in Gampaha district. When considers the

level of each dimensions of service quality core service, service delivery, competence were

high level and tangibility and reliability were moderate level. And there is no any

significant effect of demographic factors of age category, monthly income level, how long

involve banking activities and gender on service quality dimensions. There is significant

effect of demographic factors of civil status on core service and tangibility in commercial

banks in Gampaha district.

Keywords: Service Quality, service delivery, core service, competence, tangibility and

reliability
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