THE IMPACT OF SERVICE QUALITY OF INTERNET
BANKING ON CUSTOMER SATISFACTION IN TRINCOMALEE
CASTRICT
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ABSTRACT

Internet bamkimg stilll remains as e colerent amd most cost effectve chamnel for dhe
ks a5 welll a5 for costomers. A signifficantt feature of ooline Banking ar he miermet
Benking pemmits customers to access their bemic acooumis 24/7, winich i a mew
expenienos and imtrimsically motivatimg, Service Quality is tine muam facter thad
fetermines ihe success; or failure of intemet bamidme, (Santos 2003). [nability to
messure the service queliy fs defrimental to the growtin of fhe imtemnet Pamkmg
Custemers tend to demand equal of Inipher levels of service quality tbesed on-line then
the traditional szrvioss. [n thos comiext. the teseanch was camied out to wdentily the
Impact of service quality of Imtzmet Bamkimg on customers’ satisfaction im
Trinoomalee district. ;

The smdy was camied owt with s dimensiens as reliwbiliy.  efficiency,
TESPUNSIVENZSS, SECumty, fulfillment and site sesthetics o measure the service gualliy
af intermet banking amd two dimensions o MIaswe the customer satisfacton as
customer loyalty and cusiomer atitinde. Duta were oollected wsing questiompire
wiltthem the 200 samuple.

Based on the fmdings of the stady, it concluded that servics quality of miemet
bamking is good pradictor of the customer safistaction and there 5 @ posiive
relationship between the service quality off imtermet artking and costomer samsEcion.
Mz el zs all the dimensions of the servics quality of ]mts.!IEtleﬂM.g e sigmificant
poadictors af the customer sansfaction while sacurnty and st W IS are TEjr
amamg tiem. There sre mo significant diffferences in kevel of pmne;nhm thganﬂmg tihe
servioes quality: of inhemet bankimg by demograrhic” factors. Fﬂf;_erm.w:ne-s réganding
e servios quality of sach selected bank ace sigmifficemly mod va::,;mg and winem take
e sl Gimemsions s veaall level of service quality all banks are infhigh level.
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