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ABSTRACT

The emergmg technolozy has made an expomentiall growtly of the imtermet wiiich bas
changed the pattern of orgamizations pesfiormung their business with costomers.
The banking industry is mo exception. In osder 1o gain competitiveness, hanks have
been mtroducmz more infernst banking services.

Mamaging effiective customer satisfzction strategies: are imcrezsingly impodiant in the:
banking industry. Simce the length m years of customer relationships ate pne of the
most mportznt factors that contmbute to the profitalviliny. The presence of switching
costs can mean that customers wito are actnally dissatisfied, but do mot defect becanse
off high switching costs. As a result, swvitching cost may be one mmpartant driver af

Therefiore, the resezrcher has set up five ofjectives w achieve the key faciors tha
affedt the switching cost wivich has a reasonablie effect om the ausiomer satisfaction.

Based an the previons literzture, & comceptnal frameworlks was develeped to defermime
the: impact of switching cost on customer satisfaciion in intemet hanking servioss.

The conceptual framework has three main parts featurimg the costomer attcibutes,
elements of switching ocost and costomer satisfaction. Part-A examimes fthe
demagraghic aspects of the costomers while Part-B examuines the specific elements of
swittching cost and Part-C exzmines the castomer satisfaction.

The reseanch was mainly based on data, collected from imﬂﬂg;:l bamking customers at
commercizl banks im Baticalos, _ - 4 0

= 1
F ]

The results of the statistical analysis showed that there were Specific Tacioes o e
switching cosl such as service. accessibality, techmolegy, benefus and risky were m
the higher level and levell of custommer satisfaction also in E&E]mgimr fior internet
anking services. Further, thers was mederate positive relationstip berween switiching
orst and customer satisfzction alse identifiedt Finally, there was a sipmificant impact
af the switidhing cost om customer satisfaction identiffied. T :

Therefore. these findings will belp the banks to establish & customer crienfied strategy
o satisfy and survive their customers witl regsrd to nternst banking services in
frotmre.
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