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ABSTRACT

The emerging technology has made an exponential growth of the Internet which has
changed the pattern of organizations performing their business with customers, The
banking industry is no exeeption. In order to gain compelitiveness, banks have been

introducing more Internet Banking Services,

Managing effective Customer Retention strategies are increasingly important in the
banking industry. Since the length in years of customer relationships are one of the
most important factors that contribute to the profitability. The Switching Costs are
also likely o mfluence Customer Retention independently. Therelore the researcher
has set up four objectives to achieve the key factors that affect the Switching Cost

which has a reasonable effeet on the Customer Retention.

Based on the previous literature, a conceptual framework was developed to determine
the impact of Switching Cost on Customer Retention for Internel Banking Services.
The objective of this study is to identify the level, relationship and impact of
switching cost and customer retention. The part I examines demographic aspects of

Customer Retention while part [T examines the specific elementy of Switching Cost
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and Customer Retentron.
:

This study was based on the customers’ behavipr with internet hanking services in

. & #
manmunai north DS division. Data were obtained ﬁ'mﬁﬂm shmple I'86 customers, and
; ¥ T
convenience sampling was used. The descriptive 51:.111.'-'.1]CS%PLZDH‘Q[HHDJ_} and regression
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analysis were,uged to analyze the data. J SO
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The results were as lollows; First. five out of seven intﬁﬁ:ﬂm'b}- highly relating 1o the
switching cost and [Tﬁul]:.-' the result of all the statistical analysis shows the impact of
switching cost have a strong pu.‘ii-ti'.-'[: effect on customer retention. Ill"]m['cfr:rrc these
findings will hc..l;} the banks to establish a customer oriented strategy Lo retain their

customers in future.
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