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ABSTRACT

The technology based self service banking (TBSSB) refers to automated banking
services that customer avail in self service mode using various electronic banking
channels, without any interaction with bank employees. The TBSSB that available and
applicable include ATM banking, internet banking and phone banking. This paper had
been investigated the relationship between TBSSB service quality factors and customer
satisfaction. The research had been conducted using SPSS 21 package and the analysis
includes descriptive analysis, reliability and validity tests, correlation analysis and
multiple regression analysis. Based on the finding reliability and security,
personalization and convenience have significant relationship with the customer
satisfaction. This research may help banks’ management to formulate strategies in order
to improve the quality of TBSSB services and customer satisfaction.
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