THE STUDY OF EFFECTIVE INTERNAL STRATEGIC
FACTORS ON CUSTOMER SATISFACTION IN PRIVATE
BANKS IN BATTICALOA DISTRICT
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ABSTRACT

This smudy was measuring the “Study of effective Intermal strategic factors om
eustomer satisfaction im private banks in Batticaloa district™. [n many coumiries. the
bamlamz sector is providing the services very soccessful by both sectors. [ S Lamka
mosi of the private banks are providing their services well as well as reputed equal to
siEte backs. [a this comtext, this resssrch wes conducted 1 idemtify whathher there z1e
eifective mternal strategic factors en customer satisfaction im private bamks: in Batticales
district. Therefore baszd on this find out the level off Infternal strategic factors and level off
safisfaction among the differen: privates banfks.

The wariables inciuded some dimersions in this smdy. Sach as, Information Techmology,
Humam Resource, Marksting and Customer services. To measure tthese variables dats
collected from private bemk cnstommer of ssmple of 210 customers and nsing stratified
mandom sampling technigue. The collected data were amelyzed wsing the umivarisde
methad. The dara collectad were presented i the form of tahles, ber chars and pie charts.
The dela were gathered anelyzad using the Microsoft package excel and SPSS 19.0
WImdows.

Thes: study alse fecnses on the level of Indernal strategic factors, level of satisfaction with
tenk, andl demopgraphic factor amalyses toe. The resolts soggest that costomers
satisfaction is high lewel with private banks service, thesefzre here illustrate thet private
banlc’s infernal strategic facters also in kigh level.
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