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Abstract

This paper aims to determine customer satisfaction and evaluate their subsequent behavior,
based on the example of "Bank of Georgia" customer research. Customer satisfaction is a state
when the needs and expectations of customers are fully consistent with the products and services
provided by the company. For the successful and effective operation of any business, it is necessary

to acquire and maintain satisfied customers.

The main goal of this master's thesis is to determine the different levels of customer
satisfaction and to show the main reasons why it is necessary for a company to have satisfied and
loyal customers. The paper clearly presents the behavior of consumers and their emotions in the
process of using the product. It also emphasizes the positive results that the company will get by
offering high quality products and services. This factor leads to customer satisfaction and increase
in cash flow. The research also discusses one of the most important issues affecting customer
satisfaction, marketing, which plays a very large role in influencing customer interest, mood,

behavior, etc.

As a result of the research, the main reasons that affect the relationship between the
customer and the "Bank of Georgia" were identified, among which the quality of service and
product is the leading one. The main segment of the research is young people who have a current

relationship with "Bank of Georgia".

The main part of the paper includes an introduction, a literature review, which presents both
books and various studies related to the given issue, methodology, where research methods and

limitations are discussed, analysis of the results, conclusion and recommendations.

Keywords: customer, satisfaction, loyalty, service quality, product quality, marketing



