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ABSTRACT

The purpose of this study determines the level of service quality of personal banking of
commercial banks in Kurunegala District. The conceptualization framework of this
study was consisted of five variables such as tangibility, reliability, responsiveness,

assurance and empathy.

Primary data collection method was used in this research. The primary data were
collected using questionnaires from the banking customers. The 100 customers were
randomly selected from five commercial banks in the Kurunegala district as a sample.
Further collected data were analyzed by using the SPSS computer package for
interpreting and obtaining the conclusion. Univariate analysis was used to find out the

values for mean, standard deviation and percent by using the variables.

Findings of the research indicate that overall service quality is high level of personal
banking of commercial-banks in Kurunegala district. Because all the service quality

dimensions mean values are greater than 3.5.

Keywords: Tangibility, Reliability, Responsiveness, Assurance, Empathy



TABLE OF CONTENTS

Page No

ACKNOWLEDGEMENT ..ottt i
1 ] TP i
TABLE OF CONTENTS ..ottt et ees et abb e b ess e nnnens iii
L R 2 1 R — vii
LIST OF FIGURES ....cooiiiiiieieeiee ettt ettt e ix
ABBRENVIATIONS......occcmmmsenrmmmussssssrsrmamsmrssazssmnsmasnsonmassssasssammsenssmmssssnmass st s s 550840 5
CHAPTER ONE- INTRODUCTION.. .. curresnamsrasresonsmarmmessnensmammserssmmmmenssmsrasssssssssrasmms 1
1oL Barkeroniti] ol The SOAN o smeesssrssisessm s s e sk sy s I
1.2.Problem Statement ..........ccoooiiiiiiii e =
1.3 Research (QUESLIONS it sz 5
1.4 DiYjeeiives el the Blady ..mumsmusnsmmsmmussmms s 5

L. 3. 51gnifcRiite OF the BUUAY .. coeemessrasssmmmrssnssss i hsssssniisusesisnie T m— 6
1.6 Beopeaf the Bdy....mwifinummsmnmmmn s s ooe 6
1.7.Assumptions of the Study ........cccooiiiiiiiiii 6
LB S ULTIITT LN comarvunsstonnsnsiis s s s sossom o s o S e o B P A S s AT 7
CHAPTER TWO- LITERA TURE REVIEW o immpmsameosn s 8
2.1, INETOQUCTION 1ottt ettt e ettt e e st e e et e e e e e s e ens 8
2.2, BEIVICE .. ioiormmsivimvimis iy yoain s o s a s s oy (H S50 s ST S B e 8
2.2.1. Characteristics Of SEIVICES. ......iiiiiiiiiiieeiiei et 9

2.3, ALY ..o e A A R TR 10
28, Beamleny QMBI cuvasmsarmmmossmemsmssess oo e U RARRERNEX 11
24,1, Defitittions ol Service QBT i s i i 11
2.4.2. Meazaring Bemdee DAl wammmmmmomsms o s 13

2.5, BEETIeE LTI IVIGTELE. ;e e s nrmmassnmsnmssmmummmsane smon s s sk s s 0 s AR5 13
2.5.1. Gronroos Service Quality Model.......cooovviiiiiiecieeeeeeee e 13
2.5.2. GAP Service Quality Model.......ccooiiieiiiiiieiieiieeteee e 15
B 00 ) WY PP —— 17
2.5.4. SERVPERE ..ottt 19

2.6, Service Duality 10 BROKING uusvasssssmusimscmssovmmsmosmsms s sy sismseisss 20
2.7. Commercial Banks .......cooooiiiiiii e 21
2.7.1. Functions of Commercial Banks ossssnnnmmnimnasasumss s pA|



4

2.7.1.1. Primary Banking Functions of the Commercial Banks ....................... 21
2.7.1.2. Secondary Banking Functions of the Commercial Banks ................... 22
2.8, SUIMIIMIATY .ottt ettt ettt ettt e e et a e e e eene e e 22

01007 T — 23
3.2 Coneeplnilimadion o mmmmsmomemmmmenmmnmssmesoomesssmsssaes s asmms 23
3.3. Conceptual Framework ... 23
3., Servioe CIOaAlIET cosssiosesmmoimsmysmms e s o s e s e S S AT S s 24
3.5. Service Quality DIMENSIONS . ..cocvereeereeereeereeereeeieeenesseesree et e eeeeenesre e e 24
Oy o 1L, T —— 24

= 352  REHIADIIILY veviveviieececc et 25
3o B R IO I OB vt A S B S SR R AR 26
BBl A B ITIIIUOE, coranomsmesos sy s s 0 e 5 RSO R ST 26
e o S 27
3.6, OPEratioNAliZAtION .........v.eververieeeerrereesee e sesesiessesseses s e es e 27
3.7 Summe{ry ........................................................................................................... 29
CHAPTER FOUR- METHODOLOGY ..oooiiiiiiieeieesieeie s seeenens 30
<IN Gy 10u, 0L 1o QR T — 30
4.2. Population and Sample Selection..........ccoiiiiiiiiiiiiiniieiie e 30
4.2 1 Sty Populalion o mmmaanms s s s SR T s 30
4.2.2. SaMPIE SIZE oo 30
4.3, Nledhiod of Data Collelion . vmmmssmnmsiei s s oy s 31
431, Primary Data.....ooooeiiiiecee e 31
4904, BeeonOary Dt s i s e 31
4.4, Structure of the QUESTIONNAIIE. .....cccviiieiieeeiiie et e e e eee e e e sneeesneesnnaees 31
4.5. Methods of Data Presentation ...........cooieviiiieieniiiiiiiiee et 32
4.6. Methods of Data ANALYSIS ....oociiiiiiiiiiciieeciiie et e e 32
4.6.1. Reliability ANALYSIS -.oooiiiieoieeeieoieeie ettt et 33
4.6.2. Univarizie Analysiscumsmmsnmasnnsmmimmanssmsasispesmems o 33
4.7. Method of Data Evaluation ........ccceeveoeerienerieeeece e 34
i1 Tt TR —— 34
CHAPTER FIVE- DATA PRESENTATION AND ANALYSIS.....cccooviieniienenienn 35
. L TR TETT NI . cconcomnonmmsmnsss im0 IR 35
3.2 arealvars BEREHAMITIT . ..o esmmmsesmmesmesmmsesssmsemmseomsnsess ssssmsns s S i6aaES Soia it TR SRS 35



4

5.3. Frequency Distribution Analysis of Respondents by Their Personal Details...36

5.3 1. GBHACT sssmumnnimsimsrissss v s e i o s e eresemms s 36
5.3.2. CIVIL STALUS 1ovvievriciiiiiieeii ettt st nee e en s s 36
B33 AR o oeemom e s S A S R TR T S SR 3/
3. Monthly Ireome Tewel wawmmmwsssmmmssms sy 38
53,5 How Lotig Involve With BanK. .....ossemeasesss i s sastsisssissyssmsiiss 38

5 3.6 Preferrad Bapk oo s s e s s 39
5.4 Level of Service Quality DImMensions .....c..eeeveeeeirieeriiiiiniiiiisiecsieesee e 40
5] TAnETBAIEY oo amsvmenmsmnsnsnsis s s s e e s 40
5.4.2. REMADIIILY .ooiiiiiiiiiiiii ettt e e 41
.43, RespOnSTUETIEGS «umssssssrmn iesisissnuissms e o v om v SR st s s vssesions 42
544 ASSUTAINCE. .. veeeereeeiiueeeerieeerireeseasseeesseeeean e eameeseas bt e e sbeassataeeeaasesanbaesanassnns 43
e T 37211 T 44
5.8.Cross Tabulation BAnalysls cumsunmormsmessessmmsansssmssesiesmmoest 45
5.5.1.Comparison of Mean Values between Service Quality Dimensions and
1o T 45
5.5.2.Comparison of Mean Values between Service Quality Dimensions and Age
.............................................................................................................................. 46
5.5.3.Comparison of Mean Values between Service Quality Dimensions and Banks
.............................................................................................................................. 47
5.6.0Verall ANALYSIS . .coiiieiiieeieecieiee ettt e 48
IRV g1y vt AR N T R — 50
WHAPTER SIX- DIISCIIB SN suissmsssmn vsesssns oot s cos s s s v swsys 51
6.1, INTFOAUCTION «.uviieeeiiieeeeeeeiiie et e e e ettt e e e e n e e e e eabaae e s eaab s e e easabeeens 51
6.1, Discussionton Ressayoh Joformation.cuasansmnmssmns s sosioss 51
6.2.1. Discussion on the Level of Tangibility.......ccccoccoviiiiiiininiicce, 51
6.2.2. Discussion on'the Level of Rehability .. onwsmamnmmmsnvoeviivmene 52
6.2.3. Discussion on the Level of ReSponsiveness........ccccvveeeveviiiiiinieniiennens 52
6.2:4, Discussion ofi-the Level Of ASSUranct i s s 53
6.2.5. Discussion on the Level of Empathy ........ccccoiiiii 53
6.2.6. Digeission on the Overall Service Quality coasvumssnsuennsamas 54
G 110010031 e VR — 54
CHAPTER SEVEN- CONCLUSIONS AND RECOMMENDATION ......ccocoevinnn 55
T] THTEOTIETIGN .. ccocons cnsrammmmensosmmmmnensnsnnmnanmes eammansnsmymbsssvnmsm s oo s L rnssne samn s 44820 SRARAH 53
e ) 1] 51 (0 T T p—— 55
7.3. RecOMMENAAtION. .....eeiiiieeieeeee ettt ettt e e e s snae e ees 57



