ASSESSING THE LEVEL OF CUSTOMER SATISFACTION WITH
RESPECT TO PHYSICAL EVIDENCE AND EMPLOYEE

INTERACTTON.
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Abstract

With the continnzs growth of competitiom in the mrerket place, undesstzndimg
customer has beceme maore and mose importani method of marketing. In search of
competitive aframage managers are keen om zcom=tely measuring the owsiomer
gatrsfactiion im order to better umderstemding essentinl antecedents and conssguences
ultimately eszablish techmiques to improve and maimtaim the high: level of satisfaction
wiith: their customers.

in Batticalos distmict afier the owil war comes to end manmy bamks are mewly
established, especially in Koralai Pattw Valaichchenai DS Division. The recently
emezred mewly estzblished bemk= have good customer growing retio tham eacdier
established emks Amd also public kas some differemt opimion asbout the cosyrmes
satts{zction of 1he earfier znd mewly estzblished bemks. Further, both newly znd eardier
established bamks are wsimg Physical evidence and Employee imteraction as &
techmique im oeder to satisfy the costomers. Banking services are imzngible; costomers
ofien rely on tamgible cues or physical evidemee and 1o zssess their satisfaction with
the service during and afier comsumption. Moreower the customer oriemtation of
service personnel is ofien negarded as a main detenminent of bank® success Therefore,
this stizdy 15 comdnctad for assessing the level of costomer satisfaction between earfier
and mewly established banls in relasion to the physical evidence and employes

imseraciion as variables.

MIMIqmmmcmmﬂmmMMmﬂmﬂaa&mmﬂypwm
The collxcted duta have bmmwdhymmgwpamb@e Thid study found
mmrmlwt]nfﬂmdmmth:mﬁu'eﬂaﬁhnﬂmhmd @:lkwlml'
sﬂﬂaﬂmmﬁtw@eﬂmbﬁsﬁﬂhﬂa&moﬂiﬂdﬁimm
has to Be improved m earfier established Beanlks ard mamtsin costomes satisfaction in
mewly established bamls. In additioms the study offas mggcﬁmouﬁ-s‘&nhﬂhmg
mramzgers 10 stiend to the consideration o the varizbles which were m moderate level
o improve cestomer satisfzciion in future.

Keywords: Physiczl evidence: Enployee miersction; costomer satisfaction: Koralai
Patta Valaichchenai DS Division
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