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Abstract 

The paper evaluates the impact of service quality on customer behavior in the banking 

sector of Georgia. The study of the importance of service quality in the world began in the 20th 

century and was given more attention due to the increase in customer demand. In such a specific 

business sector as finances, special attention is paid to this issue. The challenges in the field of 

services in the global market, which includes establishing a loyal relationship between customer 

and company, also apply to the financial sectors in Georgia. The purpose of the research was to 

determine what kind of impact the quality of service can have on the customer and to give rec-

ommendations regarding the mentioned issue. The following components were identified as re-

search issues: change of service standards in the banking sector, influence of service in the for-

mation of customer loyalty, research and analysis of service approaches in the banking sector of 

Georgia. 

To check the hypothesis, I conducted qualitative and quantitative research. In particular, 

during the quantitative research, I selected a random respondent, and for the qualitative research 

was purposefully selected employees of the managerial circle from different bank. According to 

the conducted research, the following hypothesis was confirmed: the research showed that the 

quality of service can have a great influence on the customer's behavior, a large part of the re-

spondents expressed the following opinion: according to them The quality of service was the main 

factor that became the reason for choosing the bank. 

Based on the answers received from the survey of the respondents and by reviewing the 

appropriate literature, I identified the recommendations for the Georgian bank, which will help 

the financial sector to attract more customers. 
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