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ABSTRACT

Despite the maturity of the mobile market in most developed countries, there is
untapped market opportunity reported in the Asian continent in specially countries like
Sri Lanka with growing percentage of mobile communication rate, in particular.
However, a remarkable diffusion of mobile services has outperformed the expectations
from experts. From a marginal industry in the shadow of other telecommunication
solutions, it has become a leading sector providing commoditized services inside the

country.

Based on the study of Rakshit Negi (2009); and aligning with SERVQUAL model, As
per the MODIFIED SERVQUAL model, the researcher has included attitudinal
outcomes Tangibles (T), Reliability (RL), Responsiveness (RS), Assurance (A),
Empathy (E), Network aspects (N) and Convenience (C) to draw a clear and complete
picture of pgrceived relative service quality of mobile communication operators
existing in Kurunegala district if Sri Lanka. An empirical survey using a self-
administered questionnaire has been carried out to achieve the objective. Two hundred
usable questionnaires have been collected from mobile service users in Kurunegala

district.

When go through the results, it has indicated that all the levels of quality dimensions
are at higher level. There were a statistically significant difference could be found for
responsiveness across age group of mobile service user’s age between 31-45 and age
above 45. And also, there is a difference of empathy across gender of mobile service
users. Mean value of male respondents are lower than female respondents. The seven
service qualities of mobile communication operators differ across different mobile
communication operators in Kurunegala district. Tangibility of service qualities of
mobile communication operators differ across Mobitel, Dialog and Hutch. Empathy of
service qualities of mobile communication operators differ across Etisalat, Hutch and
Mobitel. Network aspects of service qualities of mobile communication operators differ
across Mobitel, Dialog and Hutch. Finally, Convenience of service qualities of mobile

communication operators differ across Mobitel and Dialog.
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