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ABSTRA.CT

Co.sume* dll orcr the world hdve bec.or€.rft qualiry conscioLs: he..c rhcrc has

hccn d in.r.ascd.unoncr dcnat lor hiehrqn.lilr s.rvicc lh. e.ncral objcctir.

ollhh $udy h lo.sscs nre lerelolserice qlalio delirsr ofCerhrco nsunDce plc

a.d Jlnahaktbi irDunnce tlc ro Ji.d oul $herlrcr rhcre i\ a dilJarcn.s be$ee. rh.ft

in rbc dclivcQ ol sc^icr qualirl Hc.c. rbis tuscrr.h aincd ro !$cs and.ontarc llr
lclch ofscrlicc qnality proridcd br $c ccylinco.rd lanadrxllhi nNuance plc 10

ideDliB if lheE are sisnificanl di,ferences beheen lhenr nr temrs orsenice qLaiirr

l$els. xs perceilc,i b! nlunnce (.rt!r\ cusome^Thcn $n rcs.ar.h $as

corductcd on drc l.pi. ol_conparalivc sird! on scni.c qualilr olvehiclc jnsunnce

policr holdes bc.rccn raDasliall[ tuura]cc plc and Ceylirco insufturce Dh . The

lorus $rs on the rhree aEas of cunome^ in both conrpnies rncluding rrcr. Rcrc

Pol.nnrru$a. Hi.glr.lg.drdd M.dtrigirila Ih..rlon. olsdd! \ill crlDrcc rh.

borh in$mnce compinj.s corpctilivc posilion nr $c nNuL.nce indunry rd ensure

Quoir \a.rlling recbnique *!s eDDlo)_ed in rhc rudl rilh S(ari{ical l&krg. ln.

s.ci.l scic.rnr (sPss) !s.d i. t,. a alrsis. l|. r.scarc| adoprd a suflcr

queslionnane b.scd or lh. xmcndcd insurancc Scnicc Qualiry Scale. Il included tive

se'ice quality djoreDsirlrs, brolidr doN intu 22 sllleinenl< tu, rafrurinN thc xide

a.s€ o' sJ;u€\ o(Jertd by in\Lrrnce c.mp.ies lnclude.ldrorensnJ.s i. {udr dto

Rcliabilily. RcspoDsilcDcs, A$nrtutrc. hnip.rhr ard lal€iblc A tohl ol 180

o.er o 4.e1r'm ..e nt r(
(Ccyli.m and la.rshakthi) a.d'1o. o.. (-iii '' ieleclsd cu{.mers 90

,lo .{1, \. , \.,k,n, r , _n,
ind Nk'1r !rL\r.L,J 61-rlo erl)

Thc collecred drl! Lr€,t a.llrzed by usi.! descriDlire slllislics (.rcu and $andlrd

d.\iaLnrd), i.dcFndcnr srntle T le( and A\OVA Thd ressrch (udl r.vcaicd drr
nosl ichiclc in$trmcc p.licr hoLdcrs rn.ul.s. lou.d orr thar acc of(2s-so) N.rc

the nrost domin!nt people that palronize rhe se$iccs oflro corrpanies. polic) holdeN

are \cll educaled bul lheE n a Fndency rhal mosl Jan.shaklhi insurance polic)

h.lde^ e{Fers high edrcllnrulld€ls rblLerceed (e}linc! in\Lrunc€ pk cusl.tur*'



lcyel\.1 educarion dd tuondny in.ohc ol bodr coDpaD! cn$omcs niostl)_ lie !nro4

Th. r.s.arch firdi.es sl[wlltar lh.r. d sisnincd dif.rcnces benreen rlre Ce)ljnro

irNUmncc plc and lin.sh.klhi nNuraNe plc ir le.ns or cunome. r ccri).s .1

serice qNlll) and the deg.ee ol nnl].rtrnce ,[xr]od u rfnJusdnNnsio.s.ls.rvi.c

qualir! $hen ,nal)7e the Jerilsd nrca. \!1tu a..ordirg 1o rhc cusloDcr rcsponses

rclardnig l]lc nrdi.aros Ccylnrco iNudcc company c.n kcep of Lhe l]eak on de

handotdcliverinEq!.lil!senicesADroDsfl\edlnren5lonsoJllreservirsquliql.ur

dime.\io.s are lil\orhle regrrdrng rhr (cllinc. insuran.c.oNpant nr icrnN of

dclireing scnicc quxlirl thL {Ld! hrs rcrc.lcd. ho$.}c1. rhxt1[cLc is.o imliacl ol
cu$omcr ecndo..ec. cdncalio.al lclcl.Dd monnrLy inNnle lo ire overrll serricc

ri.dins.lrric rscarch sl ll n l]lc c.llnro nNur.r.. plc providc more qurliry

scni.cs ro dc.usoncre r|an JxDashal$i in$rince plc. and rhe Cerlirrco i,uu nre

plc in th. area olPolonninrsa is rhe branch thd hasp(nidcd high quJirl sr i{su
ihcncustonresrhenconrprnrgrvith.rbe rrcx\

lhln d. s.l..td rcspddc.L halc trorcd lld lhc Ccrlincirstr.Dc. plc is llie Lrei

nr rk lgNoldtlnernrg qua\it' serlice lo lie vehicle insurance lohcy holders

J"
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