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ABSTRACT

The main aim of the study is to find out “To find out the level of customer perception
towards ATM services of commercial banks”. Other than main aim objective of this
“To find out the relationship between demographic factors and customer perception of

ATM”.

The conceptual model is developed based on the existing literature. This study was
implemented with three dimensions which are used to measure the customer
perception. Those dimensions are use of ATM services, services of ATM cards and

problem while using ATM cards.

This research study was implemented for the customers who are using the ATM
cards, selected commercial banks in kegalle district. 200 bank customers are selected
by using simpié random sampling technique. Using the developed questionnaire, the

data was collected. The collected data were analyzed by using descriptive statistics.

Based on the finding of the study, it concludes that there'is a high level of customer
perception towards ATM services. When the ¢onsiders the relationship between
demographic factors and customer perception no differerice between state and private

commercial banks.

Key words: Customer Perception, ATM services.

S}

o
i~

7

A



CONTENT TABLE
Acknowledgefnent .......................................................................................................... 1
ADSETACT ...ttt ettt et ettt et e be et i
Table Of COMEENL ..e.vviuiieiieiieie et ene e 11
LIS OF TaDIE . vii
LISt OF FIGUIES 1.ttt viil
DT O ATTOTIR w55 5 5 0, 5. R 5 US55 0,69 5. A B AR5 85.555 X

CHAPTER 01 - INTRODUCTION

1.1 Background of the ReSearch ...........cccoeeviioiiiiiiiiiiiiieceeeec e |
1.2 Research ProbBIem .......cuoviiiiiiiiiiecieie e 3
1.3 ReSearch QUESTIONS .....ueeiviiieeiieieeiiee ettt ee et e e eve e et eaveeeaseeeasaeenne 4
1.4 Research Objectives......cccceevveeveeeviennieeneenne. B 5
1.5 Sipnifieance of the StudY..cmmssswsssnsns ..... P TR —— 5
1.6 Scope 0f the StUAY c..eveeeiieiiie e e e 6
1.7 Chapter organization....- ........................................... 2 S 6
1.8 Chapter SUMMATY .....ccueiiiiiiiiirieii ettt ettt 7
CHAPTER 02 - LITERATURE REVIEW .

2.ﬂntroduction................................................‘r ...................... ¢; ............................. 8
2.2 CUStOMET PeICOPION ...eeeiiiieeiiiieeiiie et ettt e e e e esae e e s 9

22:1, TR Of ATV BEHNTOER e suuunon snson snimsnn.s o 055060 55 559 . 505055 55 5 -5 5 A6 555,50 10

2.2.2 Services Of ATIM Cards ......coovueeeuieeiiiiieeiie et 12

2.2.3 Problems while using ATM Cards.................. “ .................................... 14
2.3 ATM SEIVICES ..vvvviviveeiieeieieeeeeeeeee ettt 17
2.4 Relationship between Customer Perception and ATM Services ........ccccvveneenee. 21

2.4.1 Relationship between use of ATM services and Customer perception ...... 21

2.4.2 Relationship between services from ATM cards and customer perception 21

2.4.3 Relationship between problem whiles using ATM cards and customer

T L O 0 . i .t 4 0 . S5 550 0 SR S 22



BN I, mrmssmrens oy mimmsn srsames gy apmmonnormeneaons s e mrmessmnso e b 22
5 CRADIET SUTIUTTRY oo 56505055.55 08 R AR 049 S 0 S S S R 3 69 0 ot oo 23

CHAPTER 03 - CONCEPTUALIZATION AND OPERATIONALIZATION

K 1015 00 Y6 10115 o) o WU SO USSP UPPTRIRPPPPP 24
£ oA e’ 11015 I A E:] Uik (o ARSI e —— 24
3.3 Definition Of Variables .......cooiiiiiieeieiiieriie et 25

3.3.1 Customer PErCEPtION o s ssses s smumesmsams s ssvonses 1o savavayyersas s oo oxasss 25
3.4 Operationalization of Variables ..........ccveveemimsirieseninnninnssnisssiesscsenasssians 27
£ 2Tl vy, O 29

CHAPTER 04 - METHODOLOGY

4] IR UEHON 0 svmmssssmmsmsasmmnns sossar smemamesssmes e 30
4.2 Research Design......coooveevieviiencieenieeiieinene, U —————— 30
4.3 Research Philosophy.....ccccovvviiiiiiiiiiiiiiininnnns f ................................ 30
4.4 Research Approach ....... . .......... ........................................ 31
4.5 Research Strategy ........................................ 31
4.6 Variablas of 158 SO .. s s aommsanssmmmesmssms e s s o 32
T 111§ (o) o) « AU — 7 ..................... ~¢j .......................... 32
,, 3
4.%; N5 L M ST L TR S ————— 32
1.9 SAIPIE MBHO oo mammsom on s i 5 6540551585855 5 R AR LR SRR 5 32
4.10 Method of Data CollECtON. ...c.viiiiieiiiieiieiecieeieeeee st 32
4.11 Methods of Data MeasureHIEnts: .ucssssssss s svussor seess G s e e s 33
4.12 Sampling and Study Population........c..cccceceevennene. ~ .......................................... 34
4.13 Method of Dete AMBITELS e seom s e ......................................... 34
4. 14 Method of Data. EVaIUBELON ..« onnsnsmssse ot s soinks smms g o e 34
415 Beliaility Test. .. o comnmmomaasnsan s oo s o 36
4,115 SUIIIITALY 1 v sunsvoammon e snmssonsmasmmonsan o sxensa w5454 565 s 55545 04X THER S 053040310008 36



CHAPTER 05 - DATA PRESENTATION AND ANALYSIS
5. TNt OAUCTION 1 vttt ettt e e s
5.2 ColleCtet QB alnTIIEITE. .o...n osnssin o awmas sois o708 088505 DR SIS SRR o SRS By vawen
5.3 Analysis Of RENABIIIEY ... ..o rmomsvmmmommns seouonn commanmun sonmonsom osnanssoss s 563558883 505535553
5.4 Data Presentation for Personal Information..........ccccccceiiiiiiiininiiinin
5:4.1 Distribution Of GIEIABE . ..coovencoeamexmmns o snssnns s oo 65 55 655 50Ewis oss SRR SRS MRS FR8S
5.4.2 Distribution of Age GIOUP .....cevveeriiiriiiiiieiiieiiie e
54.3 Distribution. of Bdueation LaVel. s s v susss o avovmsmrassmmys
5.4.4 Distribution of Monthly Income Level ........cccccooiiviiiiinii
5:4.5 Digtribution of tegee of ATV 68rdE ssmesrmrssammmmsemrm oo
5.4.6 Distribution of Name of the Bank............ VSRR p——
5.5 Data presentation and Analysis of Research ijectives ....................................
5.6 Chapter SUMmMAry .......ccccceevvvevviiiuiiinniieenne. R ................................
CHAPTER 06 - DISCUSSION OF FINDINGS
o] IO EUIETIOTL e oo s s s s 555 55 655 S5 A 5 AR B i it v
6.2 Discussion of Personal Information..........ccoecveereeiiiniieiniiiiiiiieeiieeieceic s
6.2.1 Gender of the Customers h)
g2.2 Age Group of the CUSLOMETS ...c..eevuiiiiiiiiiiiiiiiie i
6.2.3 Education Level of CUStOMETS......ccuveiiiieiiiiiiiiiieiiiiieciiicccnee e
6.2.4 Monthly Income Level of the GUSTOMIBIS ... s e s s ssmsssnasss
6.2.5 Usage of ATM Cards of the CUStOMETS......c.ccvoiiiimmriieieiiiiieieccnn
6.2.6 Name of the Bank of 1he CUStOrRETR s ussses s mamms mesmmemesmrsr o
6.3 Discussion of Research Information..........c............ .........................................
ST 6T T @ o R ——————
6.3.2 Discussion — OBJECLIVE 2 .icveremieocommsacosmmmsossmssnmins mmonnemsnrsnisssiss sass f5sssssss
6.53.3 Discuission — OBJEoiVE I ruumesamanmmmmismemniomss asmw e oo

6.3.4 Discussion — ODJECHIVE 4 ....ovuivueruerierinirieiricriicreree ettt



0.4 Chapter SUIMIMATY ...cc.veieiiiieeiiee ittt ettt et 57

CHAPTER 07 - CONCLUSIONS AND RECOMMENDATIONS

7.1 INErOAUCTION .ttt 58
72 Permemal TolOriiiiees s smmssmsmmmnmssmmm s o s s e s as 58
7.3 ReSCArCh OBJECTIVES . .oiiuiiiieiiie ettt et 58
731 ODJECLIVE 1 ittt e 59
T B CIDTOBLIVE 2. e osom cmsn s mnms s i i 5 5555 5.5 505500 558 SRR 43 59
7.3.3 ODBJECHIVE 3 ittt ettt ettt e 59
FRC TR E |t T RSO ———— 59
7.4 ReCOMMENAATIONS ....ceutiiiiiieeiiieeiiie ettt ettt e s e 59
7.0 Lirnftations of thes SIIAY wwesmssesmsmmsmssomasnsss ssmassosmssomsm s o s 60
7.6 Directions for Future Research ... U 61
7.7 Chapter SUMMATY ......ccccceeieeienieenieeeeenieeieanens - j ................................. 61
REFERENCES.......cccocoovooiorronsoensensrsine _— ......................................... 62
APPENDIX :
Appendix 01: The Questionnaires used for the stﬁdy .............................................. 71
Appendix 02: The Output of the Data Anglyses SO S ,:j .......................... 77

#



