
MARKET ORIEI{TATION AND SERVICE INNOVATION
EXAMINII{G THE LINKAGES TO ORGANIZATIONAL

PERFORMANCB

By

WARNAKULA WEERAKONDARACHCHIGE LAKSHAN CHATHURANGA

FERNANDO

REG NO : EU/ISi2013I1US/107

INDEX NO: MS 1637

. FCM2104 -

fllll{lffillill$$tffiHffi
Project RePort
Library - EUSL

project report submitted to the Faculty of Commerce and Management, Eastem

iversity, Sri Lanka, as a partial futfillment of the requirement for the Degree of

of Business Administration (BBA).

g

DEPARTMENT OF MANAGEMENT

FACULTY OF COMMERCE AND MANAGEMENT

EASTERII UNIVERSITYO SRI LANIKA

PROCESSED
MAIN LTBRARY, EUSI.

\

2 6 NOv rn'n

2019



I

t

, 
OBSTRACT

The main objective of this study is to examining the mediating role of service

innovation (SI) in the relationship between market orientation (MO) and organrzational

performance (OP) in insurance branches in NWP. In this study enable to get a

comprehensive knowledge on SI also that highlights the SI and the link between MO

and the OP of insurance sector in NWP.

In Sri Lanka context, there still remains a void with respect to the distinctive impact of

the dimensions of MO on types of SI. Market orientation is important for organrzations

in competing against one another in the worldwide global market. Apart from market

orientation organuations nowadays cannot run away from service quality that requires

enhancement from time to time to maintain existing market or to capture new business.

In fact, both market orientation and service quality are related to the performance of

organizations. But a component-wise analysis of market orientation in relation to

service innovation and organization performance is majorly lacking. Hence, there is an

empirical knowledge gap exists with regard to insurance sectot so this study conducts

to fulfill this empirical knowledge gap.

The objectives of this research study were to explore the level of MO, SI and OP in

insurance sector. To identifu what is the relationship between MO, SI and OP. To

identify what is the impact of variables one another and to analyze does the SI mediate

the relationship between MO and OP in insurance sector.

Conceptual model is developed based on the existing literature. Primary data that has

been used for the study were obtained from 290 managerial personnel who are working

in branches selected insurance companies in NWP. The collected data has been

arnlyzedby using correlation analysis, regr"ssbn analysis and med.iation analysis.

The fLndings shows that there is a strong positive relationship betu&en dimensions of

MO with SI and OP also concluded that SI plays mediating role. This study contributes

to MO and OP research which goes beyond previous meta-analyses in several important

ways. The results have important implications for service managers as well as policy

makers.

Keywords: Market Orientation, Service Innovation, Organizational Performance



{ABLE OF CONTENTS

iations """ x

Lr-l INTRODUCTION

ofthe Study ....""""" 1

i, t ; t -
Summary... ...........i.1....,........1........'...-..'..{.....r":"""""""' 8

:."|t

TURE REVIEW

ofMarket Orientation """' 11

ns of Service Innovation...............

of Organizational Performance. ......'.......

Market Orientation arid Service Innovatio'i, .' *'*...'....

Service Innovation and Firm Performance ....................
s'

Orientation and Service Innovation on Organization

and Organization Perfortnance ..........'.'.'.. 19

Organizational Performance......... ......20

t2

t4

l4

15

t6

t7

18

tll



2.8.4 Service Innovation, Market Orientation, Organizational performance and
Mediation Effect........ ...........21

2.9 Chapter Summary ......23

c hapter-3 c oNcEpT tJ ALtz ATION AND OPERATIONALIZATION

3.1 Inhoduction......... ......24

3.2 Conceptualization ......24

3.3 Definition of Key Variables.. ......25

3.3.1 Market Orientation............ ....................25

3.3.2 Service Innovation.............. ..................27

3.3.3 OrganuationalPerformance............... ....................28

3.4 Operationalizatton ..... 30

3..5 Chapter Summary.. ....32

Chapter-4 RESEARCH METHODOLOGY
aa4.1 Introduction........... ..................... JJ

aa4.2 Research Design... ................. :..................; .................. JJ

4 Structure of Questionnaire ............ ........40

of Data Presentation .............. ......... 41

of Data Analysis and Data Evaluation .............41

iptive Analysis (Univariate Analysis)............. ................ 41



Chapter-S DATA PRESENTATION AND ANALYSIS

5.1 Introduction......... ...... 47

5.1.1 Data Collection. ...................47

5.2 Reliability Ana1ysis............... ..... 48

5.2.1 Reliability.......... ..................48

5.3 Personal Information............. ..... 49

5.3.1DataPresentationforPersonalInformation............ .................49

5.4Dala Presentation of Research Information............ ....... 53

5.4.1 Identify the Level of Market Orientation, Service Innovation and

Organizational Performance ......... ......... 53

5.4.2ldentrfy the Relationship between Market Orientation, Service Innovation

and Organizational Performance............... .............. 55

5.4.3 To Identify the Impact of Market Orientation on Organizational

Performance............... .........59

5.4.4 To Identifu the Impact of Market Orientation on*Service Innovation........ 6l

5.4.5 To Identify the Impact of Service Innovation on Organiz4tiorlal

Performance....................... ......,:. ....!:........... ...-..... 63

5.4.6Impact of Market Orientation and Service Innovatibn opOrganizational

Performance............... ...............{. ......... 65

5.5 ldentif' Does the Service Innovation Mediating on the Relationship between

Market Orientation and Organizational Performance............... ......67

5.5.1 Analyzethe Mediating Effect of Service Innovation on Market Orientation

and Organizattonal Performance. .............. .............67

5.6 Chapter Summary... .................... 70

Chapter-6 FINDINGS AND DISCUSSION

6.1 Introduction............ .................... 71

6.2 Personal Information...............

6.3 Discussion of Findings: Research Indmation...................-.....]..,,..................72

6.4Identifu the Level of Market Orientation, Service Innovatiop and Organizatronal

?erformance (Objective 1)........... ................. ................73

6.5 Identifu Relationships between Market Orientation, Service Innovation and

Organizational Performance. (Objective2) ...................74

6.6 Identifi' the impact of Market Orientation on Organizational Performance

(Objective 3) .............. ................76

6.T Identi$ the impact of Market Orientation on Service Innovation



6.8 Identi$ the impact of service innovation on organizational performance

(Objective 5).........:... .................77

6.9Identify the impact of market orientation and service innovation on

organizational'performance (Objective 6) ....77

6.10 Identify Does the Service Innovation mediating on the relationship between

market Orientation and Organizational Performance (Objective 7) ............... 78

6.11Chapter Summary ....78

Chapter-7 CONCLUSIONS AND RECOMMENDATIONS

7.1 Introduction......... ......79

7.2 Conclusion............ ....79

7.3 Contributionofthe Study ........... 81

7.4 Recommendations of the Study ................... 83

7.5 Limitations ofthe Study ............. 83

7.6 Suggestions for Further Researchers............... .............. 84

7.7 Concluding Remarks....................'............ .................... 85

Appendix 1: The

ndix 2: The

\

VI


