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ASSTRACT

Wiith the comtimuows: growth of competition im the markel place understanding customers
has lrecome more and maore impertant. i madketing Researches have slown that high
service quality comtributes significanily te fmm’s profiability. Hesvever due 1o the
serviices intamgibillity, inseparability, heterogeneity. and perishability of production znd
comsumpion szrvice quality becomes: hard to evaluate. This research studly examines the
degree of influence of service quality on customer™s satisfaction via its variables such as

reliability. regpomsiveness, assurance, empathy, and tamgiblie

Sampath bamk FLC is the mewly imfrochuced bank m Batticalea District. 1 expanded its
marke! in several aress in Batticaloa distmct they are Bamicaloa, Emil:au*:lauu:l;u
Kaluwanchilndy. Chemkaladly and Ottamavady witlnin @ shor peried. It wses maedenn
lechmelogy in its banking activities amd always be the first i adoption of maodem
lechnelogical changes even though trere are five bramches establisly wathim a short period
whether these bramches are provide good service cuallity to satisfy their costenver. Tihis
research focus on influence of service quality on costenmers” satisfaction im Sampath Bamik

PLC . This reseasclh wsed both primary and secondasy data, 130 cusiomers from all fwe

 foeanches of Sampath Bamk PLT im Baticalloa district selecied as a sample and

questipmnaires wiere isswed to themn to collect data. Data was colllected amalyzed thowgh
firve point likert scale. Colllectied data was amalyzed by using univariate amalysis.
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~Acoording to tie: fimdings @f this research stwdy, high leve] imfluenog of ﬁerﬂ:.ﬂa gpualiity im

alll diimension were idemtified in Sampath Bamk, alll isdicators lnave hi:glmf'in:ﬂ'],u:me om
Y @

customer satisfaction. Hewewer, assmrance has very high nfluemce om customers

saiisfaction comparad to other dimensioms sucln as refiability. m:&pmsﬁmu:as- empatiy.

and! tangible, the most basic reason for this high influence wf ASSUNENCE ON_ClUsIomer

satisfaction are, it gol numerows awards for customers service and promise fuffiness, and

it is the leader im the technucal inmowvation and imyplefnentation in the bhenking industry in
_ ‘I

Sni Lamka. Overalll mean vallue is 3.8 but it dioes net neach above 4.0) im any dimension 5o
they theve tw enhanoe their service quality
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