STUDY ON THE FACTORS THAT CONTRIBUTE TO
CUSTOMER SATISFACTION WITH SPECIAL REFERENCE
THE FINANCE COMPANY PLC TRINCOMALEE DISTRICT

THEVAKULASINGAM THUVARAGAN

DEPARTMENT OF MANAGEMENT
FACULTY OF COMMERCE AND MANAGEMENT
EASTERN UNIVERSITY
SRI LANKA
2013



ABSTRACT

Im busimess envirenment aclievements of objectives mostly depend om the satisfaction
of customer. The customers are tihe backbomes for the existence of the OrEaAmiZAmon.
MNowadays customer saisfaction fs taken primary impertamt in any |busimess
oreamzation and “CONSUMER FIRST™ has become the key word im the dymanic
emvirenment. This study deals with cusiomer satisfacsion of The Finance Company
PLC im Trimcomalee District

There is & gap developed betwizen zctuall and expected level of custemer satisFastion
of “The Fimemoz Co PLC™.The objectives of this reseanch stndly to exploe
determimant the customers satisfaction by analyzing the factors such as nemtal amyoum,
service quality, publicity of service and economical fucivation which are the research
varizbles siemmed fnto comcephualization framework. .

Primary data used i this study collected throush questionmaires: and secondery data
collected form anmuwal report and jeurnal of The Finenoe Company PLL. 100 using the
univariaie method used SPSS _ The deta collected weas presented i the form of tbies.

The reszarch findings en each varizbles expressed that the customers of The Finamce
Comgany FLT had moderate level of satisfaction im overall selected faciors therefore
this study oonclnded The Finance particigents slected as a Sample and questionraires
tssued 4o them to collect the data. The oollected data anzlyzed Company PLC  should
pivie mere stteation 1o all varisiles. Furtier this siudy necommends some way 1o The
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Fimamce Company PLC to impeove customer satisfaction.
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