With the comimuows growth off competition in the markes place understamding customers has
becoms more and more imporiant in marketing Many Researches have shownm that kigh
servioe quality comtriutes sipmificemtlly tio firm"s profiability. However dpe to the szrvices
uniangibility, imseparebility, keterogencity and perislability of production and comsumption
service quality becomes herd te evaluate. This research stndy examines the degree of
miluence of servicz quality on customer™s salisfaction via its variables such as Tamgibility,
Assuranocs, Responsifbiltty, Empathy. Responsivensss and Teckmolagy.

The study was designad to evaluatie and compare ihe perceived service guality in Eslamic and
Nom-Islareic bamls in Batticalea district. In this study the comceptuz]l framework lwas
devefoped based om litzrmture The detz was collecied trongh pecsonally admimistrated
questicnmzires from a sample of 200 respondents by convenient sampling method, wihich s
47 frem Oslamic Bank znd 153 from Nen-Isfamic Bank based on their customers” amount.
Customers: of theee Noo-Jslamic banks and one Islamic bask were included im this study. The
population growp was including all the Bamicaloa district Muslim: pzoples who are ving n
the Kathankudy, Erzsur, and Cddamavady. The questionnaire was besed on modified form of
SERVQUAL model desigmed to tap responses en service quality developed by Parasuramam
etal

The results indiicate that customer perception &s relatively highest an the respomsiveness amd
empathy aneas of Tslamic bank and on the tangibility, assurance, relinkility and Technology of
Non-Islamiz banks. However, customer perception is lowesi in the tangibility, assucamce,
rehability and techmology areas of [slamic bamk The stody alsosindicstes that overall
peroeption about service quality is highest in Non-Islammic banks .E‘Bmﬁim district. The
study suggests that Islamic bamks cam improve their servies qualiity, by ixmpw;wﬁs.g thesr
techaology part. Now-Islamic bamls cam improve their sevices by comprehensive frainime off
employess. " s
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