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ABSTRACT

In the modern world, nsurancs is zn impoctant aspect znd it is a leng-term prozess.
Insarence should improve the living condition of the commoen meam zad it has beem
described as an instifution, which eliminate risk and which substituies certainty for
uncerizinty. Nowadays the death rates and illness are increased by many accidents and
social state So that, life insurance ssrvices are belpful services to reduce the risk in the
zbove situamoms. [n Bamticaloa district, Uniom Assuramce is one of the insmrance
companies with fewer customers in the [ife insurance. The customers are importamt
person for every orgamization to achieve its goals and chjectives. If the cnstomers are
satisfied every arganizaztion can capfure more mnarket shere in the insurance indmstry.
Therefore, this research is going to find owt the level of costomer satisfaction in the life

msurance in Union Assuramce.,

Dljectives of this research study are “lo idemtify the level of costomer satisfaction of
imsurance services of Union Assurance, to identify the factors: thet determine the
customer satisfaction of Union Assurance and to provide the suggestions to improve the
ahove factors in order to promote the customer satisfaction.™

For the pugpose af finding out the level of customer saa‘gsfa.cmm of Union Assucance,
the reseanch comsiders three variables as cone ization. Those are service quality,
mew product development and! attractive price. The information to identify the customer
satisfaction kas been collected through the structwdd questispnaive issued 1o fhe
customers who have the life insurancs policy in the Union Assggance in Batticalos
district. 190 custenmers have been taken as sample. , F

PR RS

Thee collected data were amzlyzed throwgh SPSS peckage and spread sheefi umder the
univariate measuses such zs mean. standerd deviation. Then the conclusion was taken
by using the amzlyzed data. The comclusion is thad the Union Assurznce has moderate
consideration abowt the varmafles of service guality, new prodoct development and
airactive grice. Hence several ways have been supgested as recommendations at the
en of the sesearch to wp lift the consideration of Union Assurance regardime the thoes
variables i erder fio increzse the costomer satisfaction of Union Assurance in Batticalloa
district.
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