
A STUD' ON SERVICD QUALITY OF

BATTICTLOA MUNICTpAL COUNCIL

AMiLINEY ARULANANTIIAM

?57
:-"' fr",.dR."". \d::i.:, y

DtrpAxrMtrNT oF MAn rcn*fnN:r.
FACULTY OTCOMMERCtr AND MANAGIJMENT

EA\ ILRN t,\t\ FR5t I l, sRl LA\K{
2n07



ABSTT{ACT

quarirJ olrn o.grnizari.f n v ct n

.Nomdi .rp.ch.ions nr.rsr.!0y.

.Jtorr re rhc iervi.e ccL.rc\cesds
rhecrnoncA.erlj!cbrioi:oD!!onsi5rcnrir:ss.

F!. dr. privarc ogrtrjzdiotrs ir is vor trpon b ncN e rh. s. ice qnillr
bccr$e b"! rhar rhq c.n ,hl. ro erplore ron h disr nglirh rhehr lcs Jnnn rhrir
co'nletilo^rnd. s! ho\r rhe] !.n .hraj, c.irpdnjr! idunftg! l.ik.siserhrqutirt
ol scrv.c prortcd bl dr Clvenncr !Lld bc a$lscd ro ei!trc djc
?.cor nbhilirJ olrh. co!.nfr.n ronrrd:1hc gfl)..1 pLbi.

lIs research No* is nudird rtjour rhc.solic! eLL2trl of Oar.rtor Ntlri.ip,
CoD0.il shchi\ofcotdrLocatCovemn.nrbodicr h rcndeB maDl nnies r!
the nl.nalc.s ll Non a\r.ds trcm rhe Dcpxfrmcnr .t Loca Cov.nucil tor irs
scrric$ An!horv Iscc s rhxrBa(i.rt.a Vtrni.itFl Courcit hrs rccrived conrpai s
fioD its bctrcfici3'ics.e3 dne rh. serv cc! rneciliul) rhc senjres 01.sd[g.
olcarr!.rL Dizxr.fot.ofinr.ri.tranllsaf[(iorThtr\.d]cqus{or{rs.Nhcrhcr
1,. 1-lor n . 1, o .0. o, \t

lcvo l) llci.!. rh... $as . gap ro jdd! ibnrr rlrc lerd ot s.iv cc q!.1 Ll oJ the
Barica ox Mtrtrir Ftcornc I

h, ordcr ro rr.6ric rhc slrvire qrr ir),scrcn d nrn\ ofs *erc ehld(cd Rhictj
ir.hiJed ninsibi]n]. Rcsponstv!nc$. Rcli3h irr. Assrtuo.e. 

.,{vjjabiinr, 
,\..c\\

.rJ ( 6, , o c .,1 ..,, , . .,
us.d tocollccr prirnr.ydda nTrhis {ud) troD 200 rc5pondcnrsrCo hcrcd drri l,cre., d,,r.!..,.J I 1,,.,..nr ",., .. +|,,,
The (rd), lorDd d r rhc dncu$.d drc! seniccr nonLr iidi.de Dod.rrle tcyctot
qlalirl. lhercld.c ir xrs kio*f ton rc con! rsion. ih. Baftcxtoa Njbicinat
Crouiril id rlt bcncliriancs harc the rcsponrjbjiry o L pgtuie rhc tevetotseNj.c
quail!dhigr cysl Lvcnrtra tr- rri5 rcp.rr recoDneD(t! \,nr. fumed xtrcijoN rhrl
heh ro imf Lo!r the se.rice qriliry oJ rhc !lloizrLtoD.



CONTENTS

CHAI] OR-0r: INTRODUCTTON

1.5 Signillcrnce of rhe research

CHAPTER 02: LII]IFJTURET{IVII]\Y

2.2. tcha,acrc;istics of $Fices

z.r.lQLalnJ' ,
23 2. Seaic. Qlatiq
2.1.3. Defi niics otscrice qualit

2l 4 lnpacrof servicequat ry
2.4 Consuners ase$ service qualit!

2 4.1 Oeiomifafsotse icc !mtiry
2.4.2 Service qualiry diDensions

25 Perccprion compared ro Exneciarion

2{. I Cu$omer Expcciarions

II

l

-3

7

3

tl

t2

t6

2l



2 5.2Curomer perccprion

2.6 SERVQUAL ro meas!re S vicceua ily
26.1.Poleniiatca!sesofsctuicequilir)shonfa s: l.hecaps

CHAITDR 03: CONCEPTUALIZA,T.TONAND

OPERATIONALIZA-TION

1.2.r carbagectearins

3.2.2. SaDlrary Scrvice

3.2.u. Const.ucrion and Aurhorizatton otBLild nes

1.2.,1 Dimensiotrs otsryice qualiq,

3 21.t Tangible

I 2.4.2. ResDonsivene$

:l.2,,1.l.Asumnce

1.2.4.4. Avai abitir'

I 2.1 5 Behaviourand Artirudcs

1.2..1.6. Rstiabiiq,

1.2..1.7. Acces

72

27

29

29

29

30

3t

3t

12

3l

37

l3
:13

39

CUAPTTR :0t: ME THODOLOGy

4 1 lntoducri.n -
,1.2 Stud) scuing, Design a/d Mefiodotsune]
.13. Sampliig

43 I Study Poptrlarion.

,11.2 S.hple size

43 3 Samplinemcrhod.

4.1.,1 SampliDE Disriburiod.

4.4 Merhod of Drra cothcrion

t,



4 4.2 Sructre olrhe Qtresionn.nc
a.5 Method ofMesurcnent
,1.6. Meihod olDaia Presenrarion. Anatysis and Dvatuarion

CIIA?Tf,R 0s: DATA PRIiSDNTATTON ANITANALYSIS

5.2.2 r-ocatioi olthe Residcn.e

5 2.3 rjducatiod.l QtraLiiicarion.

5.3.lcarbaseclearine

42

43

52

53

5l

'72

32

5.1.t I TanEibls

5.1.1 2 AvailabiLiry

5:l l.l A$unnce

5.3.1..1 llesponsivcncs

5.3.1 5 Behaviourand Aritudes

5 3.1.6 Dimensions viewoll|e Carbase ct€ri[g
5 3 2 Audpriz{ion or coNrrrction

5.:}t. l. Behaviour aid Arlirtrdes

i 1.2.2 Rr5oors \en$\

- 5.3.23 Acce$

5I21'ltelirb htr

' 5.12 o D(nerlois !ie$ oi LhcAtrrhuRrJ.r
ConnrucrioD sen,ice

5.3.3.1Tangible

5.1I2 Asura'ce

5.31.3. Responrivere$

\ 5.1.3.4. ReliabiLiry



5 3:1.5 Dinonriotrs yiewotrhc Sanil.r)' SeNice

5.5.1. CDider * service quatny cro$ rabularion

5.5.2. t_ocalion ofihD Residence r *rvice quatiq Crosstabuta!o,
5.5.1. Education I senice qdatny C.o$ rabrtaiion

J.J.4. Occupaiionl seryicc qurlit! crc$ i!butari.i
5.5.4. Income * Setuice qualir} Cro$ rabutalion

5.6Ovcnll evelofSerice eua iry

CHAPTER-06: DISCUSSION

62. Discu$ion oD Pc^ona into.marion

6.1 Discussion on Resc.rch tnfomarioi

6.1.1. Carbagc CLearinE

6 3.3.1 Txngibte

6.3 1.2. Avaitabiliry

6.3.1.1. Asnran.e

6l 1.4 Respo'siveDes

37

33

91

92

93

t00

102

t0l

103

103

trl

6.1.t.5. Betmvi..and,{trirudes

6 l.?. Aurhorizarion otCon$rudions

r . "ti.r 2.1. Behrviorand Annudes

6 3.?:. RcspoDsiveic$

, 6.l.2.l.Access

- 6.3 2.,1. itetiibitiry

6.i.25.4$urance

6.:1.:1. Sanitary Ssryiccs

- 6.:l.lil Tangihiiry

6.1i.2 assuGncc

6.1.1.3 Resporsirdne$

6.3.3.4 tteliabiliry

,



CHAPTER- 07: CONCLUSION AND RECOMMINDATIONS

7.2 Corclusions rnd Recommcidarions

t14 125

1r4

4

116

7

ll3
113

120

120

120

l2l

121

122.

t22

t2l
123

r2l
121

t25

i

iii

iv

vl

7 2.1 Conclusiof oD Carbage clearing sqyice

7.2.2. Reconfr endarions.

7 2 2.1 TansibiLity

7.2.2 2 AvailabiLiry

7 2 2.1 Responsiv.ics

7.2.2.4 ,{ssuraDce

7.225 Bch.viduand Adtrdes

7.2.1. Concluslon on,\u6o.izario0 otconi.uciiof servhe

724 Rdconmendarions

7.2.4 I Behaviourand Ariludes

7 2,1.2. RespoDs veies

7.2.4.4 Retiabitiry

7 2 4.5. A$umncc

7.2.5. Con.lusion on Srnitrry serviccs

?.2 6.l. Tangible

7.2.6.2. A$urarce

a *7.2.63 ResDonsivencs

716.4. taeliab tiry

Rf,FERENCOS

APPENDICES

Appendix I - Derail olcomptaiir
Append x2 - OrgdiTaiionaL in'crure

Apnendix 3 - Map ofMuicipalARr

ADpendix,l - Srvel' Quenionmne


