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ABSTRACT @ '
Custemer sztisfaction surveys are usuallly conducied by companies that provide same

type off services tfo a group of customer, Bamlks are vitally inderesied i the opimion of
their customer becawse lomg rum profitsbility of the depends en heavily customer
loyalty amd retemtion of the customer which 5 depended on satistaction of tie

Cuslomess

The objective of this studiy was 1o detenmine the level of customer satisfaction of the
savimg lholders of the Hatton Magionzal Bank amd paeples Banlk. For this siudy. the
conoepiralization framewetk consisis of Five Variable as Service Qualiny, Bank
enyironment, Techmology, Price, and Customer relatienship.

Primary ard Secondary data were used this research. The pramary data wenes collected
firom fthe Adminisirated Closed-ended questionnaire, 130 responcents were randomly
selected from both Banks &s o sample i Ampara District, and the Questionmaires
wierte Bssuad] o) them o collect the data. The collocted! dgin wene amallyzad using the
umivarizte analysis and wsed SPSS package. The data collected were presented im the
fonm of tablies and Bar clharts.
The overall research finding indicate: that the cusiomer were mad i satisdizd! with
the services Hatton National Bankk and Peoples Bank The customer’ satisfaction was
oreater regarding the Product ond customer velationship mamagement of these two
cempanies. Bul most of tre costiomers dissatisfiied witl the Priice of Hattom Natiomal
Bank at the same time mast of the Peoples Bank Gltﬁﬂm were dissatisfied with
tadhmoliomy

Hence, seweral ways lhave beem suppested as recommendations at the end of the
peszmch o fumther development @f nheir services.
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