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ABSTRACT

Banking and financial services are a demand driven industry, which constitute an
important part ol the services industry, Many regulatory, structural and technological
changes have taken place within the world banking industry, in line with the trend
lowards a more integrated global banking environment .The banking scctor in Sn
Lanka has been growing rapidly in the recent years. Services sector accounts 36.2%
of Gross Domestic Product in Sri Lankan economy which is the highest in all sectors
where as the financial services which includes banking industry contribute ©.7% (o
total Gross Domestic Product Further in Sri Lanka, financial system of the country
mainly depends on banking system because banking scctor represents a share of
70.8% of total financial system of the economy. The rapidly changing and highly
competitive environment which banks are forced to operate within are pushing them

to rethink about their attitude towards optimization of service quality,

Conceptual framework ol this rescarch was built by looking at the dimensions of
tangibility, reliability, assurance, responsiveness and empathy, Based on the
convenience sampling technique 150 consumers were selected as the sample and the
questionnaires were divided into two parts. The first part of the questionnaire is for
the collection of the personal information about the person who fills the questionnaire.
Personal information consists of customer's gender, age. irm}mu. marital status,
education level ant income. Theé second part is to get identifying service quality level
provides lo customerséfrom SDB and RDB using those live ﬁ.'ﬂ]'fubll;‘t: of reliability,
responsiveness, assurances, tangibility and empdthy with IWL pmr%l Likert scale. The
scope of the study was banking consumers of ‘:.:!rnm Et:;fyir}pmelm Bank (SDB) and
Regional Iﬁm'clopment Bank (RIB) situated in the Puttalam L]ISFrIEF,J‘n'-f'|1c': have heen
dealing witliithose particular banks. ﬁLIJ"I."L‘l‘.rIHG[I]LH.| used to gﬁﬂyr privnary data and it
was developed on SI-LRf"-.f'Ql.i,-'\I. model L;f" SETVICE qualaty. The eathered data were
analyzed using pie charts, bar chats and frequency table were used to present the
demographic factors of customers. Frequeney tables mean and standard deviation
were used to summarize the level of perceived service quality and its dimensions.
Independent sample t-test and ANOVA were used to evaluate for objectives formed in

chapter one.
LS



Independent sample 1 test showed that there is a significance difTerence of perceived
service quality in terms of tangibility, reliability, assurance. empathy and overall
service quality and there is no significance difference of service quality in terms of
responsiveness  between both Sanasa Development Bank (SDB) and Regional
Development Bank (RDB) in Puttalam district. ANOVA showed that there is no
difference among the consumer groups based on thejr demographic factors in terms of

evaluation of service quality provided by both SDB and RDB.
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