STUDY ON CUSTOMERS’ SATISFACTIONAND

EXPL’CTATIO\IS OF SERVICES PROVIDED BY

THE CEYLINCO INSURANCE COMPANY LTD
IN BATTICALOA DISTRICT

KARTHIKA THARMAKULASINGAM

- MS 472

vl | (1T

Project Report

Library - EUEL

DEPARTMENT OF MANAGEMENT
FACULTY OF COMMERCE AND MANAGEMENT
EASTERN UNIVERSITY, SRILANKA
2006




CONTENTS

Aeknowledeement

Abstract
Contents
List ol Tables

List of Figures

CHAPTER - 01

3

I

CHAPTER - 02

w

[ T 0 S
1.2

e

-4
LAy

e
]

[ntroduction

Overview

Problem Statement
Objectives ol the study
signtficance of the study
Assumplions ol the study

Limitations if the study

Review of Literature

Definition of marketing

211 Coneept of marketing

2.1.2 Consumer marketing and-

Industrial marketing
Intreduction 1o customer satisfaction
lmportance of the customers
Needs of customers
Satislaction ! Dissauslaction
Customer aricntation
Satstaction
2.7.1 Customer satistaction
2.7 1.1 Leading factors of customer
satsfaction

PR B O O s e e R L T e gl S ey

1

IV - VIl
Wil
VI

L )

d



2

A0

CHAPTER - 03

[}
fed

%)
)

CHAPTER - 04

4.0

Post purchase satistaction

Intreduction to consumer behaviar

291 Major fuctors influencing
Consumer behavior

Conclusion

Conceptualization frameworks

And Research methodology

Introduction
Conceptualization lrameworks
310 Priee
3.1.2  Custemer

LEmplovee relationship
3.1.3 Service Quality
3.1.4  Technology
Methodology
3.2.1 Sample size
3.2.2  Data and Data collection
Lhaty presentition

324 Dt analysis

3.2.4.1 Personal Information
3.2.4.2 Research Information
3.2.5  Method of Evaluation

1

=

[ndividual variabBles

Drata Presentation & Analysis

[ntroduction
Research Information
&1 Individual Factors

- Price

325 00verall Evaluation for }*

A

25-39

bed
Ly

I~
g

6

27

el i
= It

ik
s

-5l
[

3U-44

4
4



- Service quality

- Technology

4.3 Overall Analysis

CHAPTER -05

Discussions

5.0 Introduction

3.1 Discussion on Research Inwormation
5:1:1 Price
53.1.2  Customer cmplovee relationship
. 5.1.3  Service quality
514 Technology
52 Overall Consideration

CHAPTER -06

6.1
6.2

by
L5 ]

REFERENCE

APPENDIX -1

Conelusion & Recommendation

Conclusion
Hecommendation
6:2.1. Price
622 Cuostomer elnployvee-
Relationship
6.2.3  Service quality
6.2.4

Technology

[mplication of the research

-
-

57-62

L LA Lh
o0 ) =]

a9

i)
11
2
03 - 65
IX-XV



