INTERRELATIONSHIP BETWEEN SERVICE QUALITY.
CUSTOMER SATISFACTION AND CUSTOMER LOYALTY
WITH REFERENCE TO FINANCE AND INSURANCE,
COMPANIES IN BATTICALOA REGION

AMIRTHALINKAM KUMANAN

1563

o, hﬂﬂlﬂmﬂw

Hmp:tﬁmpnrl
 Lbramy- EUSL

DEPARTMENT OF MANAGEMENT
FACULTY DF COMMERCE AND MANAGEMENT
EASTERN UNIVERSITY, SRILANK?A
2014



Abstract

Thiis tesearch was conducied to find and gel a bether mnderstanding of service qualiny
level znd to examrine the relationship beteen service uuallity, customer satislaction
and custemer loyalty with the services affered by thie insmramoe znd fmance

COILPANGES..

Questionmaires were sent @ 200 miwrance amd fimamce companies” cusiomets who
emgaged the motor leasing, leans, pawing. life imsucance and cenerel mMSErEDoE
services from the insurance and fimamce services. omvenient sampling metihod was
wsed o detenmine the sample size and 200 respondents bad gren their prompl
feedack within the suegestad time frame. The mean values, oorrelation amalysis and
tegression amalysis wsed to find out the research objectives. Each of every rescanch
questions asked will be amswered and reported accondingly based om the imsighiful
findimgs; resalis. Respondents wers asload 1o ramk their expectamion of service quality
dimeasions zmd s per expecied the Relizbility dimension was runked a3 bigh level,
moderate level and Jow lewel

The results zlso ghow there were positive celationship beiween the service quality.
asstomer satizfaction and costomer Ioyalty. And there s strong positine relationship
between service quality end customer salisiaction allso there is a moderate pesitive
relatiomship berwesn service qualiity and customer loyalty. Th&: tﬁg{a&zﬁi@n amaflyzes
also show the impact of the independent vamables en thie ﬂEp.l;?;JdJﬂ'JT variables. On that
the service quality variable explains mors Vamaiion in customérsatisfaction than alll
ofher varizbles. And it was found out tuat only a few level clf"ﬁ”’_ni m?& Nl CustEmer
loyalty iis cxplained by custames satisfaction, which micans mere vamanin fn customes

loyzlty i explained iy other variablies which were mot included lﬂl‘lﬂlﬂﬁ stuidy.

This firding will enable insurance and finznos c;:-mpami-ﬁ; b gi.'rxu: mete atteniion on
shis service dimension fn ondler 1o ensure their ouslomess are betnz loyal to them. All
findimgs eathersd in this research are yery uszful tw the rmun{pmnﬁoes o enhamee their
service quality level with theis cusiomets. Thos, e client expectation will be
finlfilled mm thie fuiure. i
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