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ABSTRACT

The main purpose behind of this study is to find out the relationship between service quality

and customer satisfaction in Nepalese banking sector. Various concepts such as customer

satisfaction, customer loyalty, service quality, SERVQUAL model have been discussed along

with relevant relationship between them in the literature review and based upon it, a

conceptual model had been formulated stating the four different objectives. In order to collect

data for analysis, 150 completely filled questionnaires were collected within one month.

Whereas questionnaires addressed service quality dimension such as, tangibility, reliability,

responsiveness, empathy and assurance and customer satisfaction dimensions such as internal

social and image. All these forms were collected from various commercial and development

banks in Kathmandu and out of Kathmandu, Nepal.

The study was based on four research objectives: (a) to determine the profile of respondents

in terms of gender, type of account, educational qualification and banking experience, (b) to

determine the level of service quality in Nepalese bank, (c) to determine the level of customer

satisfaction among Nepalese banks customers (d) to determine relationship between service

quality and customers’ satisfaction in Nepalese bank.

In order to analyze the data, Statistical Packages for Social Sciences (SPSS) was used and

analytical techniques like descriptive analysis and correlation analysis were used. The

findings revealed that majority of the respondents were female, over three equators with

saving type of account, over half of the respondents age was 16-30 years and majority of the

respondents had been customers for Nepalese bank for relatively a long period of time that is

from one to three years and visiting time was less than three times in one month.

It went ahead to revealed that the level of service quality was at mean 14.580. The study

found that most of the respondents agreed to employees have neat and professional

appearance with then the bank has convenience business hour and the bank's staffs make

customers feel safe in their transaction another side most of the people agreed with

Employees don’t deal with customers in a caring fashion, then Employees are not courteous

in the bank and the bank do not maintains error free required.
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The study found that level of customer satisfaction was at mean 11.266 (high level).

Dependent variable customer satisfaction and independent variable assurance are strongly

correlated because pearson correlation is highest i.e.0.392 than other dimensions.

The researcher recommended that if Nepalese Bank is to improve on service it offers to her

customers to ensure their satisfaction, Nepalese Bank staff should: (a) Employees deal with

customers in a caring fashion, employees are always courteous, maintains error free required

and employees give individual attention to customer.
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