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ABSTRACT

quality is the key determinant in differentiating service offering from the

itors and UiiitOing competitive advantage and thus, e-service quality becomes

crucial issue in modern banking sector. The main objective of this study is to

ine the key factors affecting e-service quality of selected commercial banks in

Hence, this study examines the key factors of e-service quality as namely

ication and authoruation, acceptability, security and accessibility, promotional

competitive advantage, data integrity and ease of use. The study is mainly

ing the primary data. The primary data were collected. 400 questionnaires

,distributed to the e-banking customers of four selected commercial banks

; Sampath bank, Commercial Bank, People's Bank, and Bank of Ceylon. 370

ires were received and the data were analyzed by using SPSS 23 software.

of this study revealed that the factors authentication and authoruation,

accessibility, promotional service, cpmpglitrvE adugntage, data integrity

'$f 
,rse as most i1rrportant are highly determined the d-seivice quality of

t"' ' 'i. Ir ' i*ro, atceptab{ity is moderatelycommercial banks. Meanw{ile ltne 1'Ji t' ri !' 
,realed thaithdre isno significantthe e.service quality. The study also rer

the factors eflecting p-service quality among demographic variables such

, educational qualiffcation, occupation, married status, monthly income

ofusage.
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