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ABSTRACT

This reseanch imsends to investigate the service quality of rail way tramsport as a special
ceference to Kandy disoricl. The researcher aims to determine the overall effeciveness of
delivery of quality ratl way Service and have an undecstamding about the effectiveness off
viable recommendations to deliver quality service 1o cnstomrers based om current level. In fact,
the importance of dimensions service quality as a driving force o positive perceptions of
oomsumers emozuraged the researcher primarily to investigate the deptiss of the foreszid
objectives. As a result, the researcher zpplied the data collection techmicue of questionnaires
in order o absort important information from tihe samgle which he Bed selecied sample &s
castemers of Radhway service in Kandy district. Witk 2 samplimg freme of 100 respondents as
the represemiztive sample wunder ramdom sampling, the researcher thereafier wiilized
descriptive statistics and hypothesis testing as data analysis fechniques while employing SPSS
(Statistical Package for Secial Science) as the primery data amalysis ool Through the
stratzgres and lzctics explained sbove the researcher was able to understend that current
overall quality of Rail way service was efffective ai modezate level in enbancimg positive
pezosption of customers in Kandy district when it comes to combination of 2ll dimensions of
quality. The researcher made sbove conclusions through Mean Vahze. The curmrent strategies
in refation to service guality of raill way service should be tolly suppomed by intepraed
dinrensions of quality as a successfil mix which solidifies overzll quality of rall way sarvice
in & @ way that it appears capable af mesting consumer expectations. Therefore rail wary
teansport service m Kandy district should be dizected towards: gem:mn:ng positive costomer
percegtion by adhering to their expeciations of customers
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