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ABSTRACT
This research study is about the study on the customer tendency towards the usage ofself_
seryice technologies with special reference to private banks in Matara district.

The main purpose ofthis research was to anallze the impact ofcustomer tendency towards
the usage ofself-service tecbnologies. According to tlre research, researcher have selected
tlree main variables. They are Innovation Characteristics, hdividual Differences which
are denoting independent variable aad customer usage which is denoting dependent
variable. For tlis study, r 00 customers were serected and structured questionnaire data was
selected to gather information. The data and information were mainly collected through
questionnaire. The questiomaire was issued to custome$ ofSampath Bank , Seylan Bank
,Hatton National Banl and Commercial Banl . The obtained data and infdrmation have
been hansformed into regular chart method, tabled and have been subjected in to three
groups based on thc mean valuc. They arc Low icvcl usage, modcrate lcvcl usage and high
level usage. As werl as, the researcher, have been identified the rerationship between
innovation characteistics and customer usage as well as individual differences and
customer usage. After that the researcher was identified most effective factors iiom
independent variables that affect to changing in the customer usage.

Finally, these findings were explained.individually further at the end ofthe study. The
approp ate solutions and recommendations prowided for the necessary modifications for
self-service technologies.
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