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ABSTRACT

Purpose: To analyze the impact of service quality on customer satisfaction and investigate the
relationship between service quality and customer satisfaction of state commercial banks in
Kandy District.

Design/Methodology/ Approach: The research study is based on primary data. The structured
questionnaire was used as the method of data collection and the sample of this study was
selected as 220 customers in state commercial banks in Kandy District. The convenience
sampling method was used to make the sampling and quantitative research approach used for
this study. Data were analyzed using SPSS software. Mainly, the researcher used frequency
distribution, descriptive statistics, correlation analysis, Multicollinearity, and multiple
regression analysis was used to measure the research information. Cronbach’s alpha was used
to examine the reliability of the data and KMO & Bartlett’s test was used to examine the
validity of the data.

Findings: The study demonstrates a positive relationship between all service quality
dimensions (tangibles, reliability, convenience, responsiveness, and security) and customer
satisfaction. It implied that increasing the dimensions of service quality will result in increased
customer satisfaction. According to the inter-correlation matrix results, independent variables
are not correlated with each other variables. The finding indicates that these five dimensions
of service quality (tangibles, reliability, convenience, responsiveness, and security) have a
significant impact on customer satisfaction of state commercial banks in Kandy District.

Originality: This research is important as it clearly demonstrates that the service quality is
influenced by customer satisfaction of state commercial banks in Kandy District.
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