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ABSTRACT

Dhbjective off the study U5 1o find ont impact af service Tecovery om customer layalty m
Bamicaloa district. This studly is basucally oomparative amalysis to fimd out whether the
service recavery lighly impact on customer loyality m sie benk or provate bank m
Bamicaloa distmict. Banks cam create vulnersbilities of systemic natre, partly due to
mismatch im maturity of asseis and lmbilitics. Therefore, the soundness of the bamk is
very mportant to the Sri Lamka, as it conmibutes towards mamtammg confidence m
the fimameial system and any failure may have the potemtial 1o mmpact on aoitvites of
all nther fimanrial and neo-fmameiz] zclivities. When considermg Batmcalios district,
there are numibers, of banks providing the banking servicss to the consumers. This
stndly thes: boen dome by usimg two cstabrlished vamiables namely secvice recovery and
customer boyalty. This study ts based om the imformation oollected from 200
respondemts m e Banticales district 25 a sample. The respomses were obtained
through mierview. snuctured questionmames. It was analyzed through SPSS package.
The results zre dllostrated by table. A five point scale was wed to messure the
varizbles amd data analysis nses basically the univariate amalysts. Univariane smalysis
comsists of mean,, standand deviation, and percsmizage. Corvelianion and regression ane
zlso msed to amalyze the data Accosding to the survey findings service recovery
procsss wery efffective in fhe state bamks rather tham in privaie banks and service
recovery impact customer leyalty is wery high in state banks malinﬂ._t[’ﬂam privaie benlk
im Bamicalloa district. | E
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