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Vbstract

Service Quality in banking sector s the most
important criterta and asset for evaluating and
satisfying customers and therehy increases the
customer loyvalty and increase retention rate of
cusfomers. Imong the vervice  qualiny
determinants, reliability, assurance and empath
have always played a pivotal role. Prior research
that and

analysiy cHvlomer

]‘(f( l'Pfl"ff\
expectations are more likely to be different acrosy
service sectors. Hence, this paper examunes the
effect of service quality determinants on the
degree of customer satisfaction in public and
private banks in India. By realiang the gap
between the perceived and actual service quality,

customer satesfuction can be extremely improved.
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