SERVICE QUALITY OF GENERAL INSURANCE INDUSTRY
A SPECIAL REFERENCE TO ANURADHAPURA

RAJAGURU HERATH MUDIYANSELAGE ERANGA
BANDARA RAJAGURU HERATH

= Hili im i

ProjectSepart EA
Livary - mm 3 s

&1

2014



ABSTRACT

Service quality hes become more impertant to servios busimess, resent! development m global
ecoromy have led the service compamies especially the imsusance compamy to plam amd
execute their siratepies towards echieving mew oostumers through mmproved service quality.
Improving szrvice qualoty 5 umportzmtl For specess survival im today’s competitive
envirenmert, msurance company should impeove service gualiny.

The purpose of thas resssrch 13 examine the gquality lew=] of sarvice @f penecal imsuramce
mmdustry in Amuradhapuea™. Level of semvice quality was measured usimg five dimensions
which were: Relizbility, Respemsivensss, Tapgibility, Empathy and Assuwrance. The
pesearcher formulatad problem question that “find owt service guality level of beneral
msnrance mndusiry in Anuradbapura™

The study comprised of two major wanables, mamely five dimension. winch was the
inckependent wariable and sesvice guality which was the dependent wariable. Data were
eollected nsing questtomnaive from customers: of four izsuramce compamizs (25 costomers
from zach msmranee company). Humdred customers wese pariicipated in a survey amd these
dizta wese presented end analyzed by using statically tosls.

Finelly this rescarch revealed that, the level of service quality of generaldnsurance indusiry
m Aneradbapura is kigh. Respondents im the: four insurance uanqucieﬁ mpmaihjig{rlﬂd*s
of service guality. When comparmg company wise Janshalkthi 1s the ast smmf: provider in
Amuradipera district. . |
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