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ABSTRACT

[nsurance companies need sound systems of improving qales people’s interactive
behaviour to achieve a campetitive cdge over the competitors. This study aimed at
investigating the impact of sales people’s interactive behaviour on customer loyalty:
Special reference to ipsurance companies in Batticaloa district. The objectives of the
study are to identity the level, relationship and impact of sales people’s interactive
behaviour on customer loyalty. The Study had been conducted among 398 life
‘nsurance customiers in Batticaloa district and stratified random sampling was used.
Descriptive statistics, correlation and Tegression analysis were used to analyze the

data. A set of hypothesis were developed and tested by correlation analysis.

The study found that the sales people’s interactive behaviour and customer loyalty
were in high level n Batticaloa district. Intellectual stimulation behaviour was given
more importance than the other sales people’s interactive behaviour. Furthermore, It
has been proven that there is a strong positive relationship between them; and sale
people’s interactive behaviour significantly influenced customer loyalty of the
insurance companies. The study contributes 1o existing theoretical and practical
knowledge by providing evidence about the re clationship between sales people’s
interactive thavumr and Luw:mu,r Joyalty” The hife insurance, seclor s growing
rapidly in Sri T mka Hence this TL‘\LHTLh has the potential to contributerto the oV erall
insurance companies in (erms of how to maintain long term relationship between the

L4 ®

Insurance comparnies and their customers. ) ;4 b
A o ‘_I a e
Kevwnrds S"HLS People’s Interactive Buhq-ﬂnur, Idmlizs;};j 'In'i'qu-ncc Behaviour,
Inspirational Mntwaimn Behaviour, Intellectual Sl&_}ﬁm‘l:fltjnn Behaviour,
Individualized Consideration Behaviour, Smart ’ﬁs.lhnjg Behavior, Customer

Loyalty.
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