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ABSTRACT

Pawning scrvices that are being provided Banks are mostly very important o all
people who are n rural arcas, Among all banking services. this also has prionty
because it involves and helps mostly the people who are facing the short-term
financial problems. The Pawning serviee provided by the banks should have the
proper quality. Therefore, this study was carried oul 1o measure the Pawning service
quality of the Stale Banks and Private Banks in Akkaraipattu DS Division, Service
quality can be assessed by measuring the discrepancies or “gaps™ between what the

consumer expects and what the consumer perceives.

The research problem formulated for this study was as “whether there is a service
guality gap in the case of Pawning service among the state banks and the private
banks such as People’s Bank. Bank of Ceylon, [Hatton National Bank limited and
Sampath Bank limited in Akkaraipattu DS Division™. Therelore. the purpose of this
study is to evaluate the service quality that these four Banks provide to the customers
through measuring and comparing the customers’ perceptions. and their expectations
of pawning service quality provided by the banks. For the purpose ol measuring the
pawning service quality of the banks, two variables are considered such as perceived
service and expected service quality. Each variable is measured through same five
“dimensions as ?C]i;t‘l:.illlil}.-". responsiveness, assurance, empathy, and tangibles,
s _ . &

Specilically. this study secks to determine the expectations” of the customers and
perceptions of them. idemtifving the sBrvice quality 2ap [hrn':'ug_h comparing the
expectations and perceptions in each bank separately, :;‘.{‘.I]n]m"Sillllg the service quality
oaps with cach other bunk and finally recommend it_llph‘nlv&[;l:-lliuln ol appropriate
service quality performance improvement procedures wherever necessary.

The data for the study was got from the selected samples among the population of
customers, Through random sampling method, 50 samples were selected from each
bank and 200 gquestionnaires were issued to collect the personal and research
information relevant to this study. The gquestionnaire was based on the multiple-item

SERVQLUIAL model for measuring customer perceptions. and expeetations of service



quality, modilfied and tailored 1o specific service quality requirements of the Banking
Pawning service, The data were analyzed through comparing the expectations. and
perceptions. For the purpose of data analysis SPSS packuage and Microsoft Excel 2003
were used. Analyzed data were presented through using the tables mostly, and some

charts,

This study supports the literature on the provision ol service quality. and concludes
that there is a statistically significant difference or gap between the pawning services
offered by state Banks and private Banks in Akkaraipattu DS Division as perceived
quality by customers, and the expectations of them, This study substantiates the need
for management of the Banking service especially pawning service to take into
account customers’ perceptions of service quality and their expectations, and upon
identification of gaps, to implement appropriate service quality improvement
processes 1o improve the customers” satisfaction with the pawning services provided

by each bank.

According to the [indings of this research study Service Gap were identified in each
Banks. The People’s Bank has got the least pawning service Gap in overall
dimensions rather than Bank of Ceylon, Hatton National Bank limited and Sampath
Bank. So that. this research study comes to the conclusion that, People’s Bank
wsatishied the clstomers Expectation rather than the other three Banks, So, the other
Ll
three Banks such as Bank of Ceylon, Hatton National Bank limited and Sampath
Bank have tnhimprm-'c their pawning service qu.ﬁil_iLj_'us to castomers. and People’s

Bank also has 1o improve its services, ™ _ > .



TABLE OF CONTENTS

CONTENTS

Acknowledezement
Abstract

Tabhle of Contents
List of Tables

List of Figures

CHAPTER- 1: INTRODUCTION

1.1 Background of the study

Problem Siatement

o]

Lad

Fesearch Cluestions

=

Ohbjectives of the Study

i

Significance of the Study
1.6 Scope of the Study

1.7 Limuitation of the study
1.8 Assumptions ol the Study

; 5
+1.9 Summary

CHAPTER- 2: LITERATURE REVIEW

P - _ >
2.1 Introduction i & )
2.2 Service quality =

2.2.1 Definition of Service

2.2.6 Customer Satisfaction and Service Quality

2.2.7 The Impact of Service Quality

PAGE NUMBERS

IV
[X

b

o

b
14
RY
1)

11



[ ]

2.8 Measuring and improving service quality

[

2.2.10 Five critical aspect of service quality

-
Tad

2.3 Service Quality Dimensions

24 SERVQUAL to Measure Service Quality

]
Ln

Service Cality Model

2.5.1 Gronroos's service quality model

2.5.2 The Gap model of Service Quality

2.6 Summary

2.9 The benefits of measuring service quality and customer satisfaction

CHAPTER- 3: CONCEPTUAL FRAMEWORK AND

OPERATIONALIZATION

31 Introduction

3.2 Conceptualization

3.2.1 Reliability: Delivering an promises

3.2.2 Responsiveness: Being willing to help

3.2.3 Assurance: Inspiring trust and confidence

3.2.4 Empathy: Treating customers as individuals

3.2.5 Tangibles: Representing the service physically

I = et

N 3,2.6  Expectajions and Perceptions of the Service CQuality
3.3 Gap Analysis
1.4 Operationalizaton

3.4 Summary

i

CHAPTER- 4: RESEARCH METHODOLOGY

4.1 Introduction

42 Study Setting, Design, and Method of Survey
43 Population and Sampling

4.3.1 Sample selection

4.3.2 Sample size

4.3.3 Sampling method

18
14
|
24

26

B
J

28

kil

Lad
ba

Lad
1}



4.4 Method of Data Collection
4.4.1 Sources of data
d4.1.1 Primary data
4.4.1.2 Secondary data
4.5 Method of measurement
4.5.1 Questionnaire
4,5.1.1 Questionnaire Administration
4.5.2 Interview
4.6 Method of Data analysis, Data Presentation and Data Evaluation
4.6.1 Method of Data analysis
4.6.2 Data Presentation
4.6.3  Method of Data Evaluation

4.7 Summary

CHAPTER-5: DATA PRESENTATION AND ANALYSIS

3.1 Introduction

3.2 Personal Profiles of Customers

5.2.1  Gender Distribution

L
(]

5.2.2  Age Distribution

o A R i 5

5.2.3 TEduocational Distribution
‘o

5.2.4  Monthly Income Distribution

F

5.2.5 Name of the Bank e 24
i ey ey e ; ; o
5.3 Pawning Service quality Gaps amofg state banks andh private banks

5.3 Pawning Service CGaps in People’s Bank d

3.3 11 Service Quality Gap ol ]{cli:lhiln:i? <

33

-

Service Quality Gap of Responsivencss

L4

3.1

Led

Service Quality Gap of Assurance

L4

23.1.4  Service Quality Gap of Empathy

5.3.1

LA

Service Quality Gap of Tangibles

5.3.2 Pawning Service Gaps in Bank of Cevlon

53.2.1 Service Quality Gap of Rehability

5.3

[

2 Service Quality Gap of Responsiveness

A
4l
A
40



53

5.3.2.4  Service Quality Gap of Empathy
5.3.2.5 Service Quality Gap of Tangibles

3 Pawning Service Gaps in Hatton National Bank

5.3.3.1 Service Quality Gap of Reliability

A
= s 5

[

Service Quality Gap of Responsiveness

5.3.3.3 Service Quality Gap of Assurance

g}
-

-
\

oy
]
=

Service Quality Gap of Empathy

L

-
A

3.3.

N

Service Quality Gap of Tangibles
Pawning Service Gaps in Sampath Bank

3341 Service Quality Gap ol Relability
5.3.4.2 Service Quality Gap ol Responsiveness
5.3.4.3 Service Quality Gap of Assurance

5.3.4.4 Service Quality Gap of Empathy

5.3.4.5 Service Quality Gap ol Tangibles

54 Comparison of Service Quality Gap Among The Banks

5.4.1  Service Quality Gap of Rehability

54.2  Service Quality Gap of Responsiveness

5.4.3  Service Quality Gap ol Assurance

5.4.4  Service Quality Gap of Empathy

5.4.5  Serviee Quality Gap of Tangibles

.

5.5 Overall Focus on-the Interest Rate and Advance Amount
5.6 Summary
CHAPTER- 6: DISCUSSFON - | >
6.1 Introduction e 4
6,2 Discussion on Personal Information

6,21 Gender Distribution

6.2.2  Age Distribution

6.2.3  Educational Distribution

6.2.4  Monthly Income Distribution

6.2.5 Name of the Banks
6.3 Discussion on the Research variables

h2

64

79

42
79
79
s
il
81
81
81



6.3.1 Service Quality and Gap on Relability 81

6,32 Service Quality and Gap on Responsiveness B
6.3.3 Service Quality and Gap on Assurance 86
6.3.4 Service Quality and Gap on Empathy 88
6.3.5  Service Quality and Gap on Tangible 91

6.4 Owerall focus on the interest rate and advance amount provided by banks 94

6.3 Summary 94
CHAPTER-T: CONCLUSIONS AND RECOMMENDATIONS 95
7.1 Introduction 95
7.2 Conclusions on research variables 43
7.2.1 Expeeted service quality 06
7.2.2 Perceived Service Quality 06
7.2.3 Service Quality Gap 96
7.2.3.1 Service Quality Gap in People’s Bank 97
7.2.3.2 Service Quality Gap in Bank of Ceylon 97
7.2.3.3 Serviee Quality Gap in Hatton National Bank 93
7.2.3.4 Service Quality Gap in Sampath Bank 9y
7.3 Recommendations 101
7.3.1 Reliability 101
733 Resﬁmmiicncss 103
7.3.3 Assurance ' 104
F.5.4 -I"“.In‘:]}:i[h} : “ e 105
7.3.5 Tangibles 4 - > & 106
7.306 The interest rate and advance amount i ; 106
7.4 Limitations, Implications and Suggumh‘um of the .‘-:ili&_i_:._ )' ' 107
7.4.1 Limitations of the study = 107
7.4.2 Implications of the Study 107
7.4.3 Suggestions lor future studies 08
References 09

Appendix-01: Questionnaire in English 111
L™



