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ABSTRACT

The major zam af the research peper 65 to measure the level of Customer Safisfaction on
Techmology Bassd Banking Senvices in the beniking sector with reference 1o People™s
Bank and the Commescial Bank PLC of Sd Lanka. Mercover, it tries to imvesigate
witetler these are zny differences in the cestomer Satisfaction between People’s Bank
and Commercizl Bank customers. Pomary data has Been collecied from the bamk
castamers: in Batticaloa District. Simple random sampling method was nsed to obtain 100
respemses fom People’s Bank customers and 1OG cesponses from Commencial Bank
castomers. Primary data was based on questionnzire and pecsomal inderview and other
mEormal imterviews with ezch Bank customers and seormdary data was based on Anmeal
Report of Commercial Bank and People’s Bark, relevant fext bools and refevamt
websites. The collected date were used o test the madel using descriptive analysis
methodalegy. The result reveals that the imporiant elements of technology-based bankingz
services are ATM Facilities, Inkemet Banking or Online Barking, Tefebanking, Motile
Bankirg, Technologydesed bank deposits and Facilities available inside the Benk.
Customer Satisfzction on Technology based Banking Servioes in banking sector are at
maderate level for all the imporiznt <lements in state banlcs wherezs High level s
percenved far 21l the elemeants in private basiics. Among them, technelogy-bassd bank
deposits andl imtemet bankimg satisfy most of the state bank customers as they are
parceived at more level than other clements whﬂle mtiemnet bankimg and telebanking
sansfy most of the private bank cnstomers: zs they ase uﬁlﬂ'ﬂﬁﬂ'ﬁ‘:ﬂ:ﬂ at mare level tihan other
clements. Fimally, differenoss Between state bank and privaie bsmah C‘msinmﬂr Satisfaction
were sialistically confirmed by the analysis in mngmsm Reuuhmm:hu@nﬂuﬁe
mﬁrPWMSIﬂmk to gvie more concem fo_the eﬁemw mdﬂ]m'dh |RVIcE,
umm eemiers and techmolegy mupeovemests, [muah,mh;u:ﬁ of tlis research
ﬁMTﬂ&mﬂaﬁlmmm and practice are discussad”
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