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MARKETING SEGMENTATION AND ITS IMPACT ON
CUSTOMERS SATISFACTION IN PRIVATE BANKS IN
MANNAR DISTRICT

ABSTRACT

In this competitive commerciall world, an organizztion bes 1o satisfy the needs znd
wants of the cusiomers, and hes to attract new costemers, 2nd enbance their brsiness.
Customer value s considesed as 2 comteol element for all business strategics.
Therefore, every organization has to emphasize on customer satisfaction. As far s the
banks are concerned this plenemenon &s very prominem.

Im Manrar district, benks castomers’ safisfaction is in low becanse there s poor
marketing segmentation in the banking industry. Therefore he study focuses on
assessing the segmentation and its impact en costomer’s satisfaction in private banks.
[m this amelysis the cusiomer satisfaction has been evaluated by merketing mix and
demographic factors and peroeption of segmentation were chosen to evaluate the
impect on custemer’s satisfaction and cenvenience sanpling techmique was usad o
select these 200 customzers from population.

Riesults show thet 96% of custemers satisfied 21 high level and 88.5% of customers
said the segmentation is in cffoctive in Mannar. The demographic factars efffect oo
casiomers satisfaction level the siudy result proved it And'the finding revealed tha
effective: segmentation leads 1o customer’s high level satisfaction so Mamnar banks
efffectively segment thelr customers: therefore customers m sati,is:;u-'cfd at high level.
Key waords: Satisfaction, Marketing mix, 2nd miﬁﬁﬂjl}- : ¢

Researcher: S.Benadict



TABLE OF CONTENTS

Fagzmo

Acknowledpmens 7
Abstract i
List of table it
List of figures 9
CHAPTER- 1 1-7
INTRODUCTION 1
1.1 Background smdy 1
12 Research pooblem of study s
13 Research questions "
14  Objective of simdy &
1.5 Significance of study "6
.7  Summary ' 7
CHAPTER- 62 8.27
LITURATURE REVIEW 3
20  Inteodinction _‘, > &
.l Definition of markes % : : ¥
23  Defnition of markesing = g
24  Marcketing .‘ .9
23  Marketing segementmtion 1L
26  Markel segmeniation in banks . 17
2.7  Cuslomer sarvice 18

Z.7.1 Service marketing 18

2.72 Impartance of service marketing in barks [&



2 7.3 Mearketing by banks different im certain respect foone

Mzrketing

28 Marketing sirategy
2 8.1 Mearketimg mix stral=gy
2 8.2 Addstienal Ps for service orgsmization
2%  Relationship marketing
210  Cusiomer
2.18.1 Customer satssfaction
2 182 Cusiomer satisfaction in banking imdusiry
210 Market segmentation ard costomier satisfaction
2.12 Swummary
CHAFTER- 03

CONCEPTUALIZATION AND OPERATIONALIZATION

3.1
3.2
3.3

34

Infrodeciion

Concepinalizatien of research pooblem
Brizef descripfion en varables

331 Customer satisfaction

3.3.2 Markeling mix in benking industry -
33.3 Merletimg segmendation ' fa

et |

19

24
27
27

29-34



CHAPTER- 04 3540

METHODOLOGY 35
40 Introdinction 35
42  Study seting, stndy design and method of study 35
43 Unit of analysis 33
£4  Research population 35
45  Research sample 36
46  Data collection techmigue 57
4.7  Metiod of data pressniaiion IR
48  Method of date znalysis 38
4%  Method of date cvaluation 39
4.10 Summary 40
CHAPTER- @5 - 41-87
DATA PRESENTATION AND ANALYSIS 41
51  Introduction | 41
52 Reliability anslysis 41
53  Level of customer’s satisfzction in various mafket segments 42
34  Demograpiic factors for (various) market sﬁ@nw : 47
55  Pesoepiion of markes segmentation 2EN F 51
36  Cooss tabulation, Mean comparison and Chi-square ;sﬁm.tg ;

the variables . I‘ ) 51

37  Summsry b8



CHAPTER- 06

DISCUSSION
6.1 Intrdduction
62 Discnssion of reszzrch tnformation

b.2.1 Discussion of satisFartion
6.2.2 Discussion of ssgmentation
6.2.3 Discmssion om effect of market segmentstions

(Demagraphic fzctors) om setisfacticn.
63  Summary
CHAPTER-D7
CONCLUSIONS
7.1 Introduction
7.2  Conclusions
73  Recommendations
74  Assumptiens
75  Limilzfiens “
75  Snmmary
REFERENCES
APFENDIX: QUASTIONNARE

N & & & 8 8§
&

3 o

-84

85



