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Abstroct

This n0d) .oDdud.Ll ni brnking scclor 10 L e'nrDn rhc .on(pc ol 
'un'mcr

oricnhiior xnd ,.osur thc lc\cl olcrdo'r.r orictrr.ri.n A mdlclcr rnun b. cu$omer

oienlcd ro add vall,c 1o their cunohss Ih Drarkcl orictrlcd huinc$ requres I

c.mnary \!idt cusom.r orienhlion. \r dr c.niinL cs eroslh olcornpctir on in rhc markd

tL.c. lrd.idrndins drlorer hxs bccorc m.t and nore i'nNrbnt nr'ih'd 01'

m.tkctin!. ln scarcl, ol compclllc adlrtrir-{r brnk nr rg$ rrc kefli on rcni trlv

'noving 
ro rhe cl{oD]c. oricnrriion in o.ds b have bots 0ideBranding about thcir

cusoNer ft' ci.blish ng re.hniqucs afd {.arelits Accordi's 1. thc +bni oNotri.'

..irn{dioi liieralu.c. in orde' t. ensutu Dltictive \u0pon. ai ours.u.ci.g clcft rhotrld

sccl, a p,ovldcr sirh a hieh lcvrl olcu{o er oricnhrion I'iovidc.s hoFev{. nar_ be

un*illi !orLnrhletuclltclivel)dePlo!rhisorie rln,nodbcha lolCli!n6

This sudy exrmincd rhe rs{ar.h prob ern ol *hcllEr thc b.nk ol Ccllor

kalu*rn.hikudy branch is o.ic.(cd u dr is.unofrc.. lhn r*rch sascrri.d orl s i

thcobj(tivesofcvrlmrlnedrele!.lDldr{omcrorisntariotraidbrnrlvz.(heddeminc

ol \enic. dcllery anJ rh. o4ani7atun chrm.le sti.s on the hrnk s cu$omer

..icnl.rion l$o rsscl(h queni.ns Ncrc lomed tr rc! lIrc dderminc ol cunomr

oriefbri.nrnd.onccprurlnrodclhisbeendevclopcrLrounder{rndrhclcve.fdcrcninc

olNo rcsca(h !arirblcs, r,ch ss trvi.cdclivery afd $! or8ai 7rt.n chxraclerklir s ! i

Quam irrnc mc$odology hnsbccn ipp hd lorrhisrc$ ch andql'c$iotrnrnes$crc urd

r,, l-.'&B"nn:t.r',o'r"i_ \... clsdt cloas "l/ed i'r
sPSS !. Ll.O atrd rlMtcd.s orv. moJellc. atd [igh lNcl irliuence ol r.sea'ch

vdabksoi cldoncr oricflll .o Thn nudr- lould rluL K.LuuiDnhitLLdr Biik olCevloi

is mode.ar3ly oricDred {oiuly h.s hish *nurnc! 6 NeP vrllJ is 3.43) }ilh ther

L
.i l"rrt.L'.'o."r ''1iob';,l oro _r'

Nithdr;orhdand priuts sccror .mployees. ln addniorsdie ndt ofie6 su8-scnions !o

bhkide manages ro xrcnd t[e conridcmrioi otr llr rairblcs rYhich qcrc in Los l3]cl

(enDloyees and lhci' .espnsiicnc$ lo nulriso.ial clas and crhDlcitv ruion.is.

complaid haidLirs s.rrcgics, suttot \c.riccs Ike lrkt .dded sericcs pmdud

custonlTaiion.r marchiDs*i(h ctrnontrs need. aod rheirIl|i.i'rg nmlceiet b imp$re

cud.hcr olienrlilon in turuic.
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TABI,II OF CONTENTS

CONlENTS

CI{.APTER {1 INTRODUCTION

l.l Brlground of Stldt

1.2 rrduen Statene '
1,3 Research Questions "

1.4 Reseaich Oljectives -

1.5 Purpose ofthe study

1.6 scopEof$E study

17 S'snrficaoceolthenudy

1.8 Resear.hDernodology

l9 A$umpnor oJ rh! rudY

1.10 tinitdion olthe rese ch

01- 09

0l

03

04

' 0,1

04

05

06

a7

07

08

09

r0 28

t0

10

10

12

CII{PTER-o2 LIT!R-A.1'I]RE RIVIIW

2 2 Den nitions .l Clsonei md Orienhlion



2.3 Dellfition.tcu{amcr.rien.: ..

2.,1 lnpoitant ot c!$.mcr !.entrton

2.t Cu*omcr oicntrdon and Slobil.opor c intcsl

2.6 Orgr.i?ational inplenenntioD ol(Fronlcro,i..utn,n

2 7 Cusoncr onenidii.n $inreeies

2 3 Dcnnitianalse^rces delivert

2.9 Chancten$ics ot scricc

210 Definnion oforea.i? ion char,.Ldrsi.s

211 Markd rnd cus.mcr rlpcs

2 1l I trnxnl ol Nr.ncr

2 l:l hnt.n.Dl ol ulomer oricrtalon

I l.r objccrn r.r'cun.Dcr.rie )lrrn'r

t2

17

18

t9

2t

2t

2l

25

27

27

29 35

3.1

? ls ( l.slll.t .n .lc' n.rc, orionktnr

CHAPTER 03 CONCEPTULTZATTONAND OPEMT]ONAL]ZATTON

3.2 Co.ceprualizftion

- 3 2 lcoitcpltalizati.n

32.2 Lrefin ons olkey

33 Operatjotr iz ion

34 Sunnart

CHAPTXR.O4 MITHODOLOCY

4.2 Studrsctting. Dc\isn, trnd Med.d ol Lr{ev

43 Resea.h dpproach

4 4 TJ-gcs olltcse ch

45 PoDuL ioo and saNnlill r''escrrch

36 46

36

11

38



39

39

40

40

4l

4l

Method ol data conection

46I S.urce\.fd ac.lleclion

4.6 2 Dala colleclion tooh

4.7 Metbod 6f neasurenent

4.8 Merhod .a Data Abalysh aM lvaluatio.

4.8.2 Dala presentation

4.8.3 Melhod.levalLution

4.9 Valido Md r€liabiliry

s.2 Reliabnny malysn

13 PeEonal ltrofrdio!

5.3.2 Age

533 Tr"e ofaclodi

53a Fdi.rion.nrli6.,rion

5.3 6 Inco;e L€vel

5.3.7 Knowledge abouthankingsenices

5.4 Rese,r.hinLrnari.n

CHAITIR 05 DATA PRESNNTA]]ON AND ANAIYSIS

48

49

50

50

50

51

52

52

53



t.4.1 Idenlilyirs lhe Impo dcc ofDiiletcnl AsFcch.nd

5 4.2 ldentifyingthc imponance oldiffctcnl ospec( indns

Crds talulation aulysb ofpesonal data

s.3.2 Age

5.3.4 E du. ation qualifi catior

5,36 In.oDelevel

5.3.7 (nowledge about hankirg seNiccs

67

69

69

7A

72

73

75

5.5

CEAPTTR 06 DISCUSSION ON TNDING

6.2 Dncu$ions on the pesonal inlomation

5.3.2 ABc

5.3.3 Typeofaccounr

5.3.,1 lduc rtio n quaji Ecation i
5.3.t Occupation . ,'
5 3.6 lncone level

5.3.7 Knovledee about ba nki ng s eRi.es

fi Dncusld on tne R€searci nrloftation

63.r Senicesdeliverl

6.3.2 Or8ani zadon c ha iac te rntics

7?-87

78

78

19

80

81

8t

8l

84



CHAPTER OT CONCIUSIONS -AND IICOMMENDATIONS

7.4 lnplicationsoftheResearcl

88 93

88

89

93

93


