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ABSTRACT

This study attempts to find out the Impact of Electronic Banking Services on Customer
Satisfaction, where the Electronic Banking Services is the independent variable and its
five dimensions Tangibility, Reliability, Responsiveness, Assurance and Empathy
while the Customer Satisfaction is the dependent variable. Banks and financial
institutes should attract customers through fulfillment of their needs and expectations.
In the market place, every banks face big competition, to beat the competition they
should concentrate on their service with introducing nekv baking facilities. Every banks
desirable goal is to measure customer satisfaction. In accordance with literature review
and findings, there are literature and empirical knowledge gaps regarding the Impacts
of Electronic Banking Services on Customer Satisfaction. This study was conducted to
fill these gaps with four objectives of the banks in Nuwara Eliya District. Based on
literature review, the conceptual model of this was established and tested by collecting
the data from 200 e-banking customers in Nuwara Eliya. Structured questionnaire was
used to collect the data and univariate analysis (level) and blvarlate analysis (correlation
and regression) were used. This study found-that there are high’ level of contribution by
Electronic Banking Services, its dimensions for Customegr Satlsfactlon and also there is
a strong positive relationship betwe;n Electronic Barikir;g Services and Customer
Satisfaction. Results showed that Electronic Banking Serv1ces and its dimensions
Tangibility, Reliability, Responsweness Assurance and Empathy positively and
significantly impact on Customer Satisfaction. The findings of this study are useful in

further enlarging and enriching applications of thee concepts in practice.

Key words: Electronic banking services, Tangibility, Reliability, Responsiveness,

Assurance, Empathy, Customer satisfaction



TABLE OF CONTENTS

ACKNOWLEDGEMENT iimsssmssncisorasams o sscsssosensss e essss svsasasssessssssas s sauasssasanes i
ABSTRACT ....cociisinsnininsmsmisnmssnsussansosmanininsossssessssnatvaaissiaiaansssusuissssnssossssaississsannaiss ii
ABIRLVATION sicisssscssassssssssssssssssssesisiiosssssosssssess sossssassisnssss s sasssacoasassssssssssssass iii
LIST :OF CONTEN LS sosmssamssasivmesssessoussssssuosssosassossssoscsrsns eeessesesssnsnsssssssssssnnns Xi
LIST OF FIGURE ....ccariiiiininininicsssssissensnnensssssssssssssessssssssssssssssssssssssssssssssssans Xiii
J

CHRapterdll cuommewmmmmmensonsmmsnmmsmsssmsmmrmmermsos e asessms e stsnssssssssstossisssssssssnss 1
INTRODUCGCTION....oeeeeeeeeeeeeeencceceersssssssssssssssssssssssssssssssssssessssssssssssssssessssssssssssssssssssns 1
1.1 Background of the study.................. S A A S S A R S B A 1
1.2 Problem StateMENT ... e 2
1.3 Reasearch questiorfs‘ .................................................................................................. 3
1.4 Research Objectives........ s 3
1.5  Significant of study........cccceveviriernnnn, ,/ ........ OO 4
1.6 Scope/of the study .oooveeviiieiieeeee, rernnniisd A S A R N S 4
1.7 Limitations and Assumptions./,' ............................... 2 ettt 4
1.7 LIMItations.... ;b g 4
1.7.2 AsSUMPLIONS OF TNE STUAY vvasvvssnneesannessnnes snmsssiossis ssmassss v s sxsessssesssmass s ssvasnsavans 5

1.8 The:ofganization Of CHaPTENS wumesswremm s aammrss s s s st 5
1.8 Summary/ ................................................................ 6
CHRPEETS B2 cesosereomomenconmasarsscnsssnnronmmensmnennusaissssisins indicoih i ka5 50,845 43457350 55 SRS A THMAANTHSRONRRRIN 7
LITERATURE REVIEW iiisssivcinescsrsssesmssmsssisadsssssass ssassisassos s seasssssmmsomssss 7
P20 B (o o o Yo [¥ Tt o s T ST OO TP PP TR PP PP 7
2.2 Elettronic, Bankingl. ..o e TR ROAON 7

£

2.3 Types of Electronic BanKiNg SEIVICES suvsussrwsnms s ruses vansess sonmsn e ssens oo ssams sooresinissnsss sas 8
2.3.1 Automated Teller Machings (ATIM)..u.ueeii e et cree e e e e e e eeee e 8
2.3.2 INterNEt BANKING .vvieiiiie ettt 8
2.3.3 Telephione BamKiTig. . .o.n«omes s s cio o smevs e s s 1500 070000 16 w0 s s s 5 9
2.3.4 MODBIIE DANKING «.veeiiie ittt 9

2.4 Electronic banking services dimMenSiONS. ... .uueeiice it 9



241 TaNGIBIIEY .o curee ettt e s 9

2. RO ITAITITEN . cumimnmnmm o wmisoiiis s a3 55750000 0 S A R S A SR R M EE VG959 10
2.4.3 RESPONSINENIESS «onsnnsarnsmswsss s s apsns cisss s 56 i smsi i sAsas 10601 (087 FE 08 F s rmessovansaniass 10
P N U1 =Y (ol < PP 11
2.4.5 EMPATNY coiieiiiiie e e be e 11

2.5 CUSTOMET SATISTACKION v.e cemmenn conmonnmemswomsinsinss s oo i isas w3 Esasmssaba o os s SFHE 00 63 500 SR e Pma i s 12
2.6 The Relationship between Electronic banking Services and Customer Satisfaction..... 12
2.7 Relationship between Tangibility and Customer Satigfaction ..., 13
2..8 Relationship between Reliability and Customer Satisfaction...........cccooviiiiiiiininnn 14
2.9 Relationship between Responsiveness and Customer Satisfaction ............ccccviiinn 14

2
2.10 Relationship between Assurance and Customer Satisfaction .........ccccceviiiiininnnnn, 15
2.11 Relationship between Empathy and Customer Satisfaction .........ccccoeiiiiiiniin 15
¥
2.12 Chapter SUMMATY .oiuiieieeeieeeiteite sttt ettt et s s sbe b sbe e s nnae s eae e eaaeena e 16
Chapter — 03 .......ccceenuneneen. Fovnmesannsmenansesusi b Bk ks R A speresneiessnetssasasasusasttnsnsasaneass 17
! ”
CONCEPTUALIZATION AND OPERATIONALIZATTION ...ccccceriinnnernnneicnee 17
3.1 INtrodUCtioN .o..cveceeeecieieeecessee s L. S S0 S — 17
i »
7
3.2 Theory of Planned BENAVIO ... .....c..vciiiiriiieeiieieeeieieee ettt 17
/ ’ T

3.3 AOPHION IMOUEIS weorrsirmsssmiinssisossssn 55 5 5565 5555+ 545 58000 FH 305355 S0 SATRATE 75497 SEmRA RS SRSV £ 17
3.4 Conceptualization ..o e 17
3.5 Definition of Key Concept and Variable......... N ———— 19
3.5.1 TANGIDITIY e ooooooeeeeeeeeeeeeeeeeeeenere oo e 19
3.5.2 REHADIIEY . ceeiieeeeee e 19
3.5, 3 RS OIS IVEIBSS . ey rsnrmms canmsrssssmssmssnsmnmssss smmossnnsssin boiosin (oA o HTF H6048 dedts SoR TR TSRS RS L0 19
3.5 8 ASSIIT B s s s s 3 75 S S S S R 3 TS SRR S 20
3.5.5 EM Pty comm s e SRR e A B R A 20
3.5.6 Customer satisfaction .....c.cccocuvveeviieninnnnnd e e e s S A R AR S R 21

3.6 Operationalization of Variable ..o 21
3.7 Chapter SUMIMERT ssesmsssussssssussssssersss s s o088 15590 550w P i R R E S B vee s g 22
ChAaPLer-04......ooeiiiniiiiniiiniiiiiesiiess s st nes 23
RESEARCH METHODOLOGY ..ovriirrnnmneeriniiiiscccscisosissssseessessssssssssssssssssssssssaseses 23



I 12N Ao Yo L8 (o410 s KU RO PO 23

4.2. Research PhilOSOPNY ..c..uviiiiiii et e e e 23
e O L e Tol B Y 0T o 7= o] 1 A s 24
O e Lol d B 1 =11 =4V O TP U PR PPRTOPRRPP 24
4.5 Methodological ChOICE ..iieeiieie et 24
I [ =g 0] 17 0y eT——— 25
4.7 Research Site or Area Selection .......ccccvviieeeiernnnne. A e 25
4.8 Population OF thie STUGY ... wuesssesusnassssinnsssssnssrsssoine s sissnssmssinunss s o s s 25
4.9 SEMPIIRE MEEHROT v ammusssmommmnssmmmsms sons e s s s e s S S P F RS S v 25
K
4.10 Sampling Framework and Sample Size .......cooiiiiiiiiiiiic e 26
4.10.1 Sampling Size ..... PR TP 26
4.10.2 SAMPHNEG Fraffi SOOI v memsmssasss s osmmus s s e i (5505 Loy 5 e ST 26
4.11 Method of data collection and SOUMCES ......ccoiiiiiiiiiiiie e 26
7 - ~
£4.12 RESEATCN INSEIUMEA.......cvoeeeeceeeevee e Foe e naenaen e 27
4.12.1 The-Rational for the Question......cccccccvvievvireenne, jrrs s 27
4.13 Sources of Measurement........... Y e e S A A SRS 28
4.13.1 Method of measyred of Personal Information................ Fronggere e 28
4.13.2 Method of Measuring the Research Information.........ccooceeviiiiiiinniieien, 29
B.18THe POt SEUTY .o e 29
4.15 Validity and Reliability of Instruments......... eeeesurestestansenter et ss e s e besR e s b e R et s b e resrarsaress 29
4.16 Unit 0f Data ANAIYSIS wsssmsmmsssmnussvsssmssms Smsssmassmsanss g 55558 600ty s s piss st goses 30
4.17 Method of Data ANalySiS...cuueie ittt 30
i 28 Y 13 T To [0 1 AP AN =1 VA IS {6 [l | £l @ o] [Tl )Y/ FERSu————————————————e 30
4.17.2 Method of Analysis for Second 0bjectiVve ... 30
2 7 <
4.17.3 Method of Analysis for third objective........ S 30
4.17.4 Method of analysis for fourth objective ... 31
4,18 Methad of Data EVAIUBEION wxsssssssramsoriaossmmmssmmmssmms v s s s s s s s 31
4.18.1 UNIvariate @nalySis ..ueieee ettt 31
4.18.2 Correlation Analysis ........ccccc.... Fieranasnnsssonsranes senas ne s umee s aman s ntas an Sane oA R an TR eaR s Enene e 32
4,18.3 REGreSSiOn @NAIYSIS ...c.eeersirsiseineesonnmunnnissmssnns vassases sassnssssasss dhesssssss i s sasssisssasensns 33

Vi



5.8 Hypotheses DevelOpmmEnt s s s o omems 0 s s s e s s e ot 54

5.8.1 Testing HYPOthESES L ....uiiiiiiiiiiiiee it 54
5.8.2 TeStiNG HYPOTESES 2 ...uiiiiiiiiiiiee et 54
5.8.3 TeSting HYPOTNESES 3. iiiiieiiiiiieiiiiete ettt e 54
5.8:4 Testing HyYDOYRESESE A sueisvvssswisssnsvonvosiusssanmssnssssonssns sas oasamioss s saiss ssaess iainms ape s5445581 6877955 54
5.8.5 TestiNg HYPOTNESES 5 .oiiiiie ettt Fare et e e sibe e e eee e b 55
5.9 Chapter SUMMIAIY .ooiiiiieiie ittt e sbt e e s saba e e 55
CHAPTER- 06...cccccviirnniinnnniininnrinineencseccsensnecsnnnes Pl e on e AR ERT 56
DISCUSSLON ...cocersressmscnnsassisisisinisisssssssisissisn sisisissasisinssasas s sisissaassossiisivissaismssyaneoings 56
6.1 INErOUUCION, cxsuauumunsssssssmasnsmsssmsssnamonssssos omosomsvsns soe0s 555 56 SRS FON T3N3 ¥ IA0T Qo9 ARERBE SHARERERYS 56
6.2 Discussion of Personal Information ....... e 56
e N 1= T = T 56
¥
A - 56
6:2.3 EUEIONA] 1OV s snmsomossmsmenmrmimssonssmommsssi e sy s o s o s e s s e es 56
6.2.4 Income level..... ,;...: ......................... R —— T, o 57
6.2.5 Profession ... T e 57
6.2.6 Electronic banking method use ...l S RYR————— 57
6.3 Discussion of Research Informatiéﬁ » ................................................ 57
6.3.1 Discussion for Objective One ......cccceeeiiiiiiiiieiencce e, B, 57
6.3.1.1 Discussion on the Level of Electronic Banking Services...........c.coovnniiincnns 58
6.3.1.2 Discussion on the Level of Electronic baning serviees dimensionS................ 58
6.3.1.3 Discussion on the Level of Tangibility ........ccooevevrvveeiecereeeeeresesrecee e, 58
6.3.1.4 Discussion on the Level of Reliability ........ccooeveeveeeieiceieieeeecceceeee e 58
6.3.1.5 Discussion on the Level of ReSponsiVENEsS .......ccvvvvireeiiiiiie e 59
6.3.1.6 Discussion on the Level of ASSUFANCE yuu.u.wrimuessnrssssmsssesissiiss sivsssss sanvssssesivssis 59
6.3.1.7 Discussion on the Level of EMpathy .....ccovoiiiiiiiiiic 59
6.3.2 Discussion for Objective tWo .......ccceviveeriennn. s 59
6.3.2.1 lSiscussion on the Level/of Customer Saisfaction ....cccccceeeeiiiiiiiiiiieecee e, 59
6.3.3 DISESSION TOF OBJEEHIVE RFER: wmmsesumnsusmwsssussmsssess s oy e s s e s Tr s 60
6.3.3.1 The Relationship between Electronic Banking Services and Customer
SIS TACTIO M vvunsmasnwmsnssnans vusmassssss crsssessuvass vesn 55 7855345 540 7900 0¥ R A0 05 sS85 S P RS HRY 60
6.3.3.2 The Relationship between Electronic Banking Services dimensions and
Custarmer Satisfaetion s e e 60
6.3.3.2.1 The Relationship between Tangibility and Customer Satisfaction ........... 60

viii



6.3.3.2.2 The Relationship between Reliability and Customer Satisfaction............. 61

6.3.3.2.3 The Relationship between Responsiveness and Customer Satisfaction ..61

6.3.3.2.4 The Relationship between Assurance and Customer Satisfaction ........... 62
6.3.3.2.5 The Relationship between Empathy and Customer Satisfaction.............. 62
6:3.4 DISEUSSION TAF OBJECHIVE: FOUF suvmvosonsussusronmsss s s mmsass 5o et sa s aof s 63
6.3.4.1 The Impact of Electronic banking services on customer satisfaction.............. 63

6.3.4.2 The Impact of Electronic banking services dimensions on customer
SALISTACTION Lot 63
6.3.4.2.1 The Impact of Tangibility on customerbatisfaction...........ceeceeveeevvcennene, 63
6.3.4.2.2 The Impact of Reliability on customer satisfaction.........cccccoeeiviiiieiiencen. 64
6.3.4.2.3 The Impact of Responsiveness on customer satisfaction..........cccceeeeee. 64
6.3.4.2.4 The Impact of Assurance gn customer satisfaction...........ccooeeiiiinnn. 64
6.3.4.2.5 The Impact of Empathy on customer satisfaction ........c.ccccoovviiiiiiennn. 64
6.4 Chapter SUMIMAIY coiiiiiiieie ettt e it e e st e e e e st e e e e aeeeeesntbeaaeaeantaeeeeeansbeeeeesaseennenes 65

‘n’
Chapter — 07 .....ccceeruenns TR ——— 66
CONCLUSIONS AND RECOMMENDATIONS.......sceeeiinennnneeneensnsnnesnsssnsns 66
: ~
7.1 INtroduction ..oocuviccieee e PR B — 66
7.2 CONCIUSIONS ..o s e Tt e 66
! -
, 7
73 PErSONal NTOTTAFEION wrvsscusmmmsvamnanamssmnmsmesssss s s s i R RS A AR AR 59 66
Lt ’ “

7.4 ReSEAICH O DJECTIVES ..ottt e e e e et a e e 66
8.1 OBJECHIVE L oo e oo eeeee oo s ee e et ee s eee e esee s 67
7.8.2 OBJECIVE 2 evveeeeeee e e 5 S BB 67
7.4.3 ODJECIVE 3 it O 67
A N @ ] oY1= o1 4 V= USRS PPRRTR 67

7.5 Contribution OF the SEUTVY e e s i o s 5m s s o s s s 67

7.6 RECOMMENUATIONS «.vtiiiieiiiiiii ettt ettt e e e et e e e e bbb e e e e aeesanaeeas 68

7.7 Limitations of the study ........... ot oA A AR A A A SRS 69

#
7.8 Directions for FUtUre RESEATEN suwmussssssmnrsvss sssssssesanssis ssmmsss s s s o susisss g s8vssin s 69
7.9 APt SUMIMAIY ceiiiieie e e eeie e ettt e ettt e e e e tre e e bt e e ee e e s snsebbaeeeeeensssnraeesssreeaeanbbeeaeaneeennes 70
LIST OF REFERENCES ....cccooviiintiiinnnirnrnnicssniossssssssssssosssnssssssnssssassssssssssssssssasssass 71
Appendix Dlcimmnaammmsssansons 0 A A B R RS S R A AR R RSN ST 76
APPCIIIE D2 s sn ommsninnssonunmnnonsunissss on cossansssnss oo anee s es a9 653350 S5 TsETH SRS IRFSRS STHSSUSR EHRRINFHSHHET 80



BBHENAIX U3 imamnmmramsmenemsmense oo onpessssasssmmmesssyswssoworsmesmmss

APPENAIX O ...ouniniiniiiiiiienieniitiniecentisienessessessessessne s aessessessasssaesse s e saassnens

’4
z -
% =
. - kd
-
P 4. g/
/l #
o
-
/ L]
i
/
4
#



4.18.3.1 MUILIple ANIYSIS.ccoiiieiiiiieiiee et 33

4,18.4 Testing NYDOLNESIS scuevwsivssssrses svsnasvmmsansvesesansns sos v s ssiis s e e 358 550580 F0E85 45595 34
4.19 Method of Data BreSeRtatiOn suusssssesssssesomssss e vsemssss s mmes e S s 34
4.20 Ethical CONSIABIATION. ..cuieitiie ittt st 34
4,271 Chapter SUMMEIY. «osssssesss o ssssssssssassvssasses i svs a0 e fosas B E5 554850595 95550 FHdsn s s 35

CRAPLET =05 wncovssssnisssmmmsommssnssessonsmsnansssssseusseies nisisuesssanssess s1ssto Cayisasaysssssnassussnssans 36
DATA PRESENTATION AND DATA ANALYSI%, .............................................. 36
L3 B [l e o [V Tor o o WSO PO P PO TOPR PP 36
5.2 Reliabillty ADBIVEIS cmssssmssrmssrmsmusensmmssmmms s s s s e s A 5 s AU 05 36

5.2.1 Reliability Analysis for Electronic banking Services ........ccccceveveeeivieeeiiieeciiie e 36
5.3 Frequency Distribution Analysis of Respondents by their Personal Characteristics .....37

5.3.1Gender ....c.cccneunnd AU ——— 37

5.3.2 Age Group............. ettt 37

5.3.4 Monthly Income level ......cccoveveveeiiieeeeeeeeens TSSOSO 38

£ -

5.3.5 PrOfESSION woveeieeceieiecteeeetee et eees ettt sesensenavesems ererereseeresansrarers e reronns 39

5.3.6 Electronic banking method use ....................... e T S —— 39
5.4 Data presentation and Research I//r)formation ............. oo sse e seeeseeses 40

5.4.1 The first objectivelof the study ..o e 40

/ ’ %
5.4.1.1 Level of Electronic banking SErvices ...t 40
5.4.1.2 Level Of TANGIDIILY ..ov.eveeveeereeeeeeeeeeeeeeeeeseseseeseseseesene ST 42
5.4.1.3 Level of Reliability ...c.coooviiiriicnnnn et 43
5.4.1.4 Level of Responsiveness............... PP 44
5.4.1.5 LeVel OF ASSUIANCTE ..uuuiiiiiiiriiiieeeei et ettt e e e e e e e e e s e e et aeeneeeeearbanes 45
5:4:1.:6 Lievel OF B PtV e s ssssssemsususessssmenmnsimsyss s e s ss s s s sses s 46
5.5 The second objective of the StUAY ....c..cciiiiiiiiiie e 46
5.6. The third objective of the Study......ccoiii e 48
: 7 <

5.6.1 Bivariate ANAlYSIs ssessesssssssosssmmmensaspasns B v R R SR AR 48

5.6.2 Electronic banking services and Customer Satisfaction.........ccccceiiiiiiiiiininn, 48

5.6.3 Correlation IMatriX. .. .oeeee et 49
5.7. The Fourth objective of the StUAY.......oieiiiiiiiee e 50

5.7.1 Regression AnalysiS......ccceeeueennne S S 50

5.7.2 Multiple Regression ANAIYSIS .....eiiiiiriieiiiiie et 52

Vil



