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ABSTRACT

' Tz aim of the stady s to find owt “How do the System guality and Custemer satisfaction
limpact on Usage of [ntermet Benking services in Badnllz district™

Concepiuall model s developed besed oa the existing literature. This study was implemmented
with tem dimensions. Fund tramsfer function, Acconnt cantrol function, View anlly function,
Craditt products fumction and Apply for mew product fiznciion are the identified dimensions to
meumwmmmkm-mmmmmmmﬁqm
__ ccessibility, User friendly wieksite and Security. Customrer satisfaction is measured by twi
- dimensicns of Customer attitude and Cuestomer loyalty.

This gesearch study was implemented ir Badulla district and, 199 cusiomiens participated to
the survey and convenient sampling technique wsad o select the sample. Using & developed
stionnaise e data was colllecied and five commenciall banks memed Commercial, Peoples,
, Sampath and HNB szlecied to the sarvey. The oollecied date was analyzed by using
sialistics. oamelation amalysis, regression analiysis, cross mabolation amalysis,
/A and Independant sample 1 test.

the fimdlings, off the study, it concludes thas there is a high degree of System quality
ssiomer szlisfaction in Badulla district and Usage levell of Inernes banking services is
the lewell of high. Wher consider tie degrae of impact of System quality 1o the Usage
‘banking. servioss trongh Customer satisfaction, Syatem qmli]t)' amd Customer
ane good pradiclors. of the Usage of imtenret benking services and tiere is a strong
nship betwore the System quality znd Usage of Intemet banking servicss and
sutisfaction is positively comelated) with the Usape®af En'umi bankimg
Custiomar mmmmﬂmmm@&em S;mm qmﬁwmum
ankimg services. There is ne any diffference im Elmg af [mtreet m&mm.ﬁ
emocratic cherscteristics of the respendents. Further System qaality, Customer
ndl Usage off Intermet banking services: zre not varying amomg "bamlss- in Badulla
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