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ABSTRACT

Bn fihe presenmt bamking system., excellencs in customer service is the most impertzmt tooll for
susiamed busimess erewth. Customer cenuplaints are part of the besiness [ie of amy coqporate
emtity. This is mere im the banks becawse they ame sevvice orgamizations. As 2 service
‘onpEmization, cusiomer service and satisfiction shoulid be the prime conosrm of any bank. The
mmﬂmﬂmmﬂmgpcmmpnamdeﬂidmﬂme is: essemtiall pot only to atiract mew
custamers, but zlae to rettain existing enss However, banks mimimize instances of cusiomer
alzimls and grievances through pooper servios delivery andl review mecharisn: end to ensure

radress of cusiomer complaims znd grievances. The: review mechanism dsould belp i
: ¢ shartosmings in product feztures andl servies delivery. Cestomer dissatisfaction can
'hn'ﬁrm and image of a bank. Therefore this research focused Customer complaimt
wor on Perceived gualiy amd perceived value in benlks, effiacts between perceivad qualiny
and| perceived walue with cusiomer’s complaint behzvior in banks in this study context. ’

‘*mﬂﬂapuﬁm i of this study were to find effects betwesn perceived quality and perceived value
‘il custommers compliaint bebavior in Branches of peeples banils in Ampara district, to messure
pemcived quality, perceive valiue and customers complaint behavior in the banks support of
mwmm-ﬂgmdm age, branch name, accound type, educatsion kevel., imcome,
MMMW@G&

1n order to ackieve the o@mﬂwﬂtﬁs%ﬂywmﬁmﬂmﬂmﬁhy researcher by using

were collartad maimly from the poblished amnual reparts of the sellégied benlis and nerview
o stafff ol Benk bramches. The collected data were analyzed [bymiu:g-nﬁi'mﬁaf analivsis.

' J

aesult of the study showed than effects betwzen penceived Tuallity sl percéived valne with
r complamt behavior have the negative efffiects. Because the ﬁmuﬁmﬁ ceality amd
xdi value is rezsomabliy prod im the banling s=rvices so the comuplaimt behavior is low m
i, the people’s bank provide reasonably goed services for the costomer so that the
isvery im Jow kevel im this peoples banks.
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