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ABSTRACT

Service quality is an attitude or global judgment about théssuperiority of a service. To
be globally competitive, service industries must achieve a service quality service that
exceeds customer’s expectation. Service quality determines an organizations success or
failure. The main objective of the study was to assess the “Is there any difference on
service quality of personal banking service between commercial banks and finance

companies in Matale district”.

Service quality measure is based on modified version of SERVQUAL as proposed by
Parasuraman (1988), which involve five dimensions of Service quality, namely
Reliability, Responsiveness, Empathy, Assurance, and Tangibles. With respect to
customer services there are notable perceived differences .This research study was
complemented for the customers who are using the banking and finance company
facilities selected in Matale district. Two hundred fifty customers are selected equally

by using convenience sampling techniques.

Twenty two questionnaires were filled and returned back. Sample and the questionnaire
was analyzed using five point Likert scale model .Further collected data were analyzed
by using the SPSS version 22 computer package for interpreting and obtaining
conclusion. Data were analyze using Frequency, Percentage, Mean, Standard deviation,

Independent simple T test and AVOVA.

Based on findings of the study, it concluded that there is high and moderate level of
service quality in banks and financial companies. When the considers the level of each
dimensions of service quality Reliability, Responsiveness, Assurance, Empathy were
in moderate level, Tangibility was high level. And also, the overall variable of service
quality of personal banking services was moderate level and there is no any difference
on level of service quality in Tangibility between Commercial banks and financial
companies in Matale district. And there is a difference on level of service quality in
Reliability, Responsiveness, Assurance and Empathy between Commercial banks and

financial companies in Matale district.

Keywords: Service quality, Tangibility. Reliability, Responsiveness, Assurance,

Empathy



TABLE OF CONTENTS

ACKNOWLEDGEMENT ......cooviiniiinninnnensnnasanensnescssances T i
BRSNS IBR AL ... svericssccsnsiososinsssssnssnsnsessussnsssisenasssnsnptsnes % ......................................... ii
LIST OF TABLES ....oocrterttereiceessesssssasssssesssesssassssesssssssassasssasssssssssssssssasssssssasssnsanes viii
LIST OF FIGURES ....cutterteeeerenecnsosassssssssesssnsessesssnsssssssssssassanssssssasssssssssssssssnsssnssasanas xi
CHAPTER ONE ....cuueeeeeieeneernncsascssssssssssesssnsssssssssssssssasssasssssssasssstssssssstssssssnssssssnsasasss 1
INTRODUGCTION.....cueerueererreessacsseesessssssssesssesssessssssssssssssssassassssssssasssssssasssssssassasssasane 1
1.1 Background of the Study .........cccoeemmieieieinnmnininsenesnniiii e 1
DT DOl SEALCIIETIT vavovorcnussi sssiavensssons sms s omenonssnnsanas o snmnn snsan issssss R EEs RS wkasimpsnTass rrens 3
IERR € I OCSTOMS . enos o sisssonissnsss sasssini ..................................................... 5
1.4. Objectives Of the STUAY ......covvviurieieeieieieieiee e 5
L e S T RSSO 6
1.6 Significance Of STUAY ........cccoverimmmemeieessiettesese e 6
B N ani7a(00 OF CHAPIET ..o ireemcsisnimssnssssnansisesssnsssancunsssssssssinsonssneanssasssnssss 6
B Lo nen e R e A S SRS s e sa e e e aes 7
CHAPTER TWO ...cueeenerceeereecnnnseecessssssssssssssasssssssessssssssssssssasssssssssssssssssasssssssassssnssasasas 8
LITERATURE REVIEW .....cctcririeniessiessicseesssesssessasssssssssssansssssssssssssssssssssessanssasssnsas 8
I L0 o ireeoiosts i insssenemmmmemsmam s s s i At 5 5 8 65528 550 885 BB PR S5 s sRETa e m s 8
D Senes G e DRSS S 8
2.3 Bank Service Quality Measurement.........coccvveeessirmsnsesmmssesseessnesssssssssssvesussessans 12
2.3.1 ROHADIIILY ...revcunurerenesiesesesnescossumssmmsuininnassesassesmensasssessassssssnsstssssssnsnsnmsesssnans 1I3
B Rl DLEUT oo oo i et smsss s G rR st e st s s v e e s s aaa s s 14
2.3.3. RESPONSIVENESS ...c.vveuiriiriiirinnerinressssasassssssssesessesnssesssstsissesssmnsassssssssaasases 14

B L L lITATICE. ... oo onsssnsincnsssasasissnnesaosssassesessnssnnenanasansnnnnnnns sosunassenss s ivassss issseis 15
B DALY ... oocecnncriininninasinensesassasntsssssahas assssa ki iRt sussesnsrsanatnrnsnnssssoasans 16

2.4 Criticism of SERVQUAL .....ccccoceriiiiniiniiiiiiiinriniesestssensssssessenesatsssssanssnsanns 17
2.5 Service Quality in Retail Banking ..o 19



6 BUMIMATY . .. e conocnesonnios IR CERCE LU LR TSN, )1 = 1.2 - =SS My 20

CHAPTER THREE coouitmnitnnniissninsssssssenissennssennssenslanmnsssinnnssnsssssssssssssesseee 21
CONCEPTUALIZATION AND OPERATIONALIZATION ....ccceecisuccuccncssesacnnes 21
N LT OO IO v v s i 5 5 158550 DR A RSB S o s i al
3.2 ConCeptualiZAtION. ....covcoueirieviiririirirrieeesteisreass et st esn e et st 21
3.3 Congceptual Framework .........ceumsiicmmmssimmsisissssmssacssnsessismmsmsmnssnsssrensns 22

B 1T S ADTIIEY 1o s emturbnmson butiuiommon amsuomsssiommmsn as vsan nas S4 5455 50 FERS3 SRR SRRV (SR TARS 24
B eI ... consosssunmm mstrimmmarerss s prssomorsosswemsssnn s s S 5 24
Bl A ST IO - vovus s tvomverss omscmmemasmms s masoas s i .45 558 0 K480 RE SRR S 43 SRRSO AT TSV o oo 24
3.3.4 Responsiveness........................................: ................................................... 24
B IDATIY oot cevcsvonn e sennmmnseas 80 55 5 SRS ARG 8T 55 P £y ansare 24
a6 Perceived Service QUALLY ....coviummmmmivmesmmm mmes arssssansns RS - 25

3.4 Operationalization Framework..........cccoeiiininiini 25
3.5. CRAPLET SUIMIMATY ....eeevimieuiiiiiiieieireiiesestese sttt 27
BT R T OUR..........ccoocimssssinssassnssansssasansssmnssssns .............................................. 28
METHODOLOGY ..ooeeeeeeerseecseecsnsssasssssossssssssssssssessssssasssssssasesasesssssasssssssasasssssasssassass 28
BT TTTOUULCTION ... v iossssesoko s 55 wasmssanss s bvgwssmssmsss ssvs s pus conushwme susens sas nass s st o 5543 R4 SETA 28
b 10dy Setting and DESIEN ........ o erenrimessssssmassinsssrssssnssnssnssssmpsres ssassseossmamasearnss 28
BRI S170.... oo cosmssomiss s pvsssimonvingrrasssan oeven s sobacssssansssnss s anan 55408 50N 435 4F54450 28
P POPUIALION ........o.ooonisineerissonsssssissessmsssssmesssnsan unssssussassssesssssswenevmsnensasnnessars 29
4.5 Sampling Method ........coeuiiiiiiiiiiiiei e 29
R M0 COILECTION. ... coocanncsssnsesniss s sesnssnnmsessssssnsssuavsvnmmssannans casmansnssamasansns sonsosssssbssan 29
B O Data Collettion ... ... smenssncssin s s spaissansssimemsmemgramsssssssiusm s 29
B PHIATY QALA.....c.oeseimeesecosessiisimsmsmmmmessissamsnmsansinssnsssssessarsssssbasisssssinssssssasssssas 29
T e £ SO P OO R 29

B NDHCSTIONIAITE ....0ncevenesmisnessooncunonssvessmasesesnasesssassssssneassssssesssssins ssassnessssssamasnssasts 30
R I e 50 00] (DUOSHIONS 1uveaiisnincs sonessaresssnssssussosmmmsonmnrminss caonsnors s sasonsnsss nss 563 30



4.8.2 Part 2 Research QUESHONS ..........vrvereevereeeeeeseseseeesessssesessesesesscsescesuscsesnnens 30

4.9 Method of Measurement e 30
MR NIthod GF DAt Prestitation. . .oeessmmesixomss s s smimnss spusass 55 s 3558 s5kassssos 30
SONBIN 15 000 OF Dzt ATTAIVRIS L i s et onisnsnsi v so i isomm st it i i s 31
SN o Of Data EvalUBLION: .. oo o sreenisminssns msnasiio i it o b it sy sstiines sessxoesssasenes 31
18 Mean Valile OF Variables, s s e sossusesssmossssns ssrusvsrnsesnencasssassnmoms wusnnessosss s 31
4 4 Univariate Analysis (Descriptive StatiStiC8) ....ccomusesmacsmmssnsssnsmessssens s sonanmnmas 31
B (11 1T STITITIEDY cusne s cxosmesuorhivssummss s shncomummsmuaer susanesnaomesmenaso sesmsr S84 SERTERR SIS TS 33
U RIATFIE DR T D S ——— erssss s s 34
DATA PRESENTATION AND ANALYSIS.......: ................................................... 34
RO I L GIIICIION. .. ... o coian s s i 45 08 AR A AR A S S S TS TP s  a 34
ERRE OIACIS .c.ovaveoossusssusmesrssserovesbssnscammmmnsmnanmvasn s snoses s 55555 e T e 34
BT il | 0f Beliabllily ... cososmiosnsismammmnasssinmms susssassssss vomesmssmmans ason oo ssssmes s zasy s ins 34
B R e liability OF VATIADLE ...covoncecensinvrcnesnmmnonsnnsesnsinas sisssss sssansusnssn spsamon sy sons senmes 35
5.4 Data Presentation.................................................: .............................................. 35
BRIl Presentation for Personal TnfOmMation «.u..auw aissmsmisvnressmmsarsyss ensesmes 36
B R B T DI ATION TUEVEL s mnivsssssssmasuvsai s smcanon sumansmsunmnmnsmpme s mmsmasn s 4840 555 55 $45 8465 KRS 40
"5 ers e n B Te) anak 1 7o) ¢ RORNRGRy S S U S S 44
E IR 1AL TESL .. ecvesimernvossensimusenummn i snns am suess sosno nmiss 44 64 45443 4435558558 8483 70 sesn 44
5.6 Frequency Distribution of Service Quality DImension.........cccceoeeieinininininnnn. 44
BB B L 1 T IDILIEY ..o enn o mssnoms s i s 885 S48 S5 AR £ 43 3 s ot syt 44
B R ClIADITIEY oo covnieassamisersusssssansessussnvesnssnnmn s snsonansnnassnss st sesannie st ssissuesssssnnssiss 45
L e e e S SO RS 47
L S Tl e N R DRGNS SO SO ue SRS ot W B 48
B R i i e us T S PR G ey SN S e e e s A S 49
EEIE CIDUIVE ATIALYSIS ...ceoiceneviviiiniinsmsrtorenssssnssnsssssesnsasasessosnesassasinssnsasesssssnnnn 50
5.7.1. Mean/Standard Deviation Value of Overall Service Quality ............cc.oce... 50



5.7.2. Mean/Standard Deviation Value of Tangibility .........cccocerveeerereeeiricuncnnn: 51

5.7.3. Mean/Standard Deviation Value of Reliability by 51
5.7.4. Mean/Standard Deviation Value of Responsiveness.........cccocveeiveeiiencene. 52
5.7.5 Mean/Standard Deviation Valiie 0f ASSUTANECE ..: coswmimmsmupmysessasmenssrosas 52
5.7.6 Mean/Standard Deviation Value of Empathy ..o 33

5.7.8 Mean/Standard Deviation Value of Service Quality Dimension Indicators 53

5.8. Level of Service QUAlILY ..ovvveescecerrienerresciissmimmsessssesssssssesanssnnmsssssssssssasassasmessonss 58
i evel of Overall Service QALY . e msasmmis oty stommvisbimmemm spmsns 58
58 7 Tevel of Service Quality for Tangibilify ........cecoseess sonssssssrss seassansnssusessoses 59
5.8.3. Level of Service Quality for Reliability ................................................... 60
5% 4 1 evel of Service Quality for ReSpONSIVENESS . ...cusswsvess ixssssssssssnsssnsrsssssisser 61
5.8.5. Level of Service Quality for Assurance ...........ccccoceeunee, e 62
16 1 evel of service quality for EMpPathy .........ooc i sssssamsssmsssns mussonins 63

5.9 Measure Service Quality Difference between Banks and Finance Company....65
5.10. Independent Sample T Test and ONE ~-WAY ANOVA Analysis.................. 66

5.10.1. To Investigate Whether the Service Quality Varying Across the

Demographic Factors of Matale District Bank and Finance Company Customers

5.10.2. To investigate whether the Tangibility is varying across the demographic

characteristics of Matale district bank and finance company customers.............. 68

5.10.3 To Investigate Whether the Reliability is Varying across the Demographic

Factors of Matale District Bank and Finance Company Customers .................... 70

5.10.4 To investigate whether the responsiveness is varying across the

demographic factors of Matale district bank and finance company customers....72

5.10.5. To investigate whether the assurance is varying across the demographic

factors of Matale district bank and finance company Customers...........ccoceeeeennen 74

5.10.6. To investigate whether the Empathy is varying across the demographic

factors of Matale district bank and finance company customers.........c..cccceceeeueee 76

vi



UL e ey e P 78

STV STX .....concocnssnmsosnisssssssassasnsssasamnuerssssrnvnsesensss geesssssseenmmmssssssensnnassssssen 79
DISCUSSION ON ANALYSIS DATA ....ccovvinnuensnniacensnissnesanssnnessssssssssssssessasssssssns 79
IR T OGUCTION - et ehss o 55 mams esn osvi s aiamsnmms s s m s s 55 59548 50085 RSN A SRS SHS TSR S0 85 e ow 79
6.2 Discussion of Research Information .........cccccocceiiririiiiiinienenniee 79
6.2.1 TANGIDILILY ...vveveerererneniiiiniiite e sems s seescsas ettt sb et s b s 79
O B lelbi g e R NI N B 80

0 3 RESDONSIVEIIESS ....covcveurucsnonnamrsemssnssinssssansstssss aissssatsussnssmsssssvmemsasassssssassessas 81
AL AT e RS O g 82
000 Lo e e R ................................................... 83
B S ErvICe QUALILY ..........c.coceceeeininniianiineiovoinsnnssissnasnssessitsosusstessnsnsnes 83

6.2.7. The service quality of personal banking service vary with the demographic

o I S S SR e 84
T e e e et e A R R MR 84
CHAPTER SEVEN.....ocoirirenreereesnssssssssssesssessassssesssssssssssssssssassssssssssssssssssesssssssssasasas 85
CONCLUSION AND RECOMMENDATION .....cccntinminnnnnesssscssssesssenssanssanssancas 85
T O e e G R N S PO 85

B T ) 00M0. . oovsoneeesneecnsnsannnssssessssnsssssmtsssssassssnansnsessssssnensasasssnnnanssssonessssssissss 85
e T R e G SR UV T 87
7.4 Limitation OF STUAY ....ccccveereeeeneeseenririoriisiiineiiesinsssnsnsessetessesnesasssssnssnssseensases 88
Bl T I IDIICOLION. .. ... cooeeeisvies sasamssasimansvssssnssisssnsiasavenson snnnassasansensssssassn 8v8

B R TBIIIATY oo oneeeenscosencesestoscnsonsons susrnansnntn s s s st st s absatassont sassbassttsssrntanssnassansone 89
LSt Of RETEIEICES ...ueerurereeereersenscnsosssssanesssessssssssanessansassnsassassssasessassssastesssssssasssssasssns 90
U U e O S SRS 98
U e O O 106

vii



