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ABSTRACT

Loyal customers are considered to be the key teiairand success in many service businesses,rticyiar in
the hospitality, insurance, and financial sectofhe assumption is that with customer satisfactiopalty, retention, and
profitability will automatically follow. The currdrihinking is that the relationship between satisifan and loyalty is more
complex than was originally proposed, however. émmoditization of many service offerings continumesy sources of
competitive differentiation/advantage will come nfrofocusing on the management of customer expesence
Because loyalty is so very important to the suivared profitable growth of a company, measurindgpéicomes all the
more important. Existing approaches to the measergnof loyalty have not proved to be very effectivehis task.
This study explores and tests the relationship detwexperience and loyalty. This paper attempssitomarize the results
of the literature review on customer experience towards the services of a bank from various perspes.
Factor analysis, mean and ANOVA was carried owgsess the relationship. The study indicatesttioag relationship
betweencustomerexperiencewiththeoverallfeelingtraatd their satisfaction and in turn, it is helpfa delighting the

customer. Some of the suggestions have drawn dratlie of the study.
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