A STUDY ON THE FACTORS THAT AFFECT THE
EXPECTATION AND BUYING BEHAVIOUR ON PURCHASE OF
MOTOR INSURANCE POLICY IN BATTICALOA DISTRICT.
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ABSTRACT

in today evolving compefilive market place, customer expactation and buyimg
behavior becaming more critical issue for any type of onzenization. Because cusiomer
expectation end buying behavior are shaped rapidly dine to the immmediate and frequent
lecimolagy improvememt. Cusiomer needs and expectations stmmlate 1o purchese
geods and services for meeting their needs with the chenging expectation as a resalt
of several market practices.

It is a vary difficolt to matketers to satisfied the costomer expectation. Because of
expectation and Fuying behavior of persom are vary from persom 1o persom. frons
ongenization to ergamzation and service philosephy 1o service plilesoghy. The reason
for vary may e from persomal though or else. The quelity of servilee offierimg
custeimer expeciztion and buying behavior patiem are chemgping in service seciors.
Sgecificallly Motor Imsurance sector it s openly sesm because infroduction and
clhemging the Motor Insurzmoe policy and claim pelicy amd premiumy winch are
different ffom one 1o arother company enonmensly shape cusiomer’s expeciation and
buoying behavior patten.

In order to elaberate this research, 130 samples aresrandemcly s2lected from four
companies (Ceylineo imsusamce, Sri Lanka insurance corparation, lamsshakthi
imsuramce and Union A‘mm}
.

The four factors(intermal factors , External factors , Situatiest factors and Finm
produced facters) which influence customer expectation and buying behavior oo
ke fhe moter insusnce policy were taken for iz neseawch Among them, Service
philosophy of miemal factors. Social comtext of Exiernal b'nu:ﬁm(s,_ﬂﬂust@m&:' Miood of
Sitwation facters, Service personal of Finm produced factors mostly influence
customer expectation and buying behavior.
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