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ABSTRACT

+

Service quality and customer satisfaction are very important concepts that companies
must understand in order to remain competitive in business and hence grow. It is very
important for companies to know how to measure these constructs from the customers’
perspective in order to better understand their needs and hence satisfy them. Service
quality is considered very important because it leads to higher customer satisfaction,
profitability, reduced cost, customer loyalty and retention. This study mainly focus on
theoretically is finding out how applicable the SERVQUAL model is in the context of
mobile broadband service and empirically, describe how customers perceive service
quality and whether they are satisfied with services offered by these service station in
Anuradhapura District.

To attain the objectives of this research project, research questions and hypotheses are
developed and tested. Furthermore, each hypothesis is measured accordingly and
results obtained are subsequently explained. Other than that, literature reviews are
included in this research project as to provide better understanding towards the
influential factors for choices of mobile broadband service towards the research
questions and research problems. Primary data were collected through survey questionnaire
for this research purposes and 200 sets of questionnaires were distributed to the target
respondents which are customers of mobile broadband service in Anuradhapura District. By
using Statistical Package for Social Science (SPSS), data collected through survey
questionnaires are able to be analysed and results obtained are discussed in the form of table as
well as charts. According to the data analysis the major findings indicates that there is;
a moderate level impact of service quality on customer satisfaction in mobile broadband
service. As well as service quality has a strong positive relationship on customer
satisfaction in mobile broadband service. And also, there is significant impact
assurance, responsiveness and empathy oh customer satisfaction in mobile broadband
service. There is no significant impact tangibility and rgliability on customer
satisfaction. Lastly, managerial implications have been discussed to provide insight and
us&hl information to mobile broadband service. On the other hand, the research study
will be developed to assist future researchers in managing limitation.

Keywords: Service Quality, Tangibility, Reliability, Assurance, Responsiveness,

Empathy, Customer Satisfaction



TABLE OF CONTENTS




2.6 Impact of Service Quality on Customer Satisfaction.........................._ 16

2

B S o 18

CHAPTER 3 CONCEPTUALIZATION AND OPERATIONALIZATION . 19-24

I 19
L e e 19
3.3 Variables Relevant to the Conceptal Madel -, coosiisismmein il 20
3.3.1 Service OB ot e s ey it 20
IR et Setislaotion L AN AN AL K e i 22
e 22
3.5 Chapter P Rt el 24
CHAPTER 4 RESEARCH M P OB OO G2 S s 25-32
L A I 25
4.2 Research Study e e UL R 25
N 25
L 26
4.5 Study Population, Sample Size and Sampling Techniques ... 26
B Clation. ..l i 26
L R L 26
4.5.3 Research B i T 27
QI O DGia Collection ...l 27
4.6.1 Sy Data.........................._ . T I e S 27
4.7 Questionnaire é ...................... 27
B e 28
B e 28
B N Casuremen............oe 28
B tiion Methods............o 28
4.10 Data Analysis and O o0 Methods ... 29



AL T G E G RS G s SR I SO s S S 29

RRE U EIiiiiate AMEIIRIS .. cosiiniinsmamsmssrmmsrans soosansssssvrmssnssess aaemmis o s as s 30

b “ oL e BTN L SR R A DU O T 30
1 G B Chrrelation Ana VSIS i i S b messaresssiecsrssestesersensensstonsmeins 30
Bl 5 R e uT ST T ATBLYSIS 11 e reses e cummsssnsresssrssmssssinss o ssm ssm sty assness smmssssbmssamnies 31
B N T0thescs TeRtNG......cc.couimisssnsscssimaninss vioss nnsssnossssbansontoessanms s conmminens 32

B b e ST 30 i i s ST A v rossssrsssennenssonsonnsn v oss it 32
CHAPTER 5 DATA PRESENTATION AND ANALYZE .....cucoeveeerereneennn. 33-55

B IO o0 L il iE nnrimvensios eomiinmshe s s oS hes ein s e 35

5.2 Anaiysis of Reliability for the TNSITUMENE ....c....iisssrerissssssssamsssersssenesnmnan sensnsen 58

5.3 bata Presentation-General and Personal Information.............ccceeveeiveevrnnnnn.. 34

’ & 1 Sample Distribution Based on Gender............ccocvevreresesesssressossessesssssssssnn 34

- 5.3.2 Sample Distribution Based on Age..........c.ccvevveveeenenn..... o an 35

5.3.3 Sample Distribution Based on Marital Status ...............ccoeueeeverevererenennn, 36

2 Mean and Standard Deviation for Independent Variable........................... 40

B elof Reliability ........................s. i oo g s 41
BEEBUEASSITANCE ..........ocoveveiererininssssnssescssssoseseonsmsnsnsas g 41
IR ioible. L e e ...................... 42
L NI R S S 43
B DOHSIVEIIOSS .. ...ccreeeeerererorininenssinseosessorasesetssabessasssersserassronss 43

B e OQUALIEY ..........oorvineeninisireeireenesnssssssesesssssts -7 R S 44

L T B R O U 46






71 il b A e et Sl SRR N e SRR 63

oL e S SR SR T W S 63
7.4 Contributio; OE R Sy e e S UTIOERET SRS UM ity s i 63
IR miiendations’,. .l SN TR0 SUBRCHBUGNE et 64

[ ' Recommendation on Reliability ..o s i it e 64

7.5.2 Recommendation on ASSUrance ... 64

& 'Recommendation on Tangibility .........ocooiiii i i oo 64

I 4 Recommendation on EMpathy ..o 64

75 5 Recommendation on Responsiveness............coooooovoooo 65

6 IR e By IS SRS e 65

7 Directions for Future Research PR N e ) e o e e L 66

T e R e e s R SR D 67-71
ndix 01- Questionnaires Used for the U s canessionssssavisirimsassanessasssasinsis 72-79
dix 02- Confirmation Letters of Data Collection ...................ooooon. 80-89

»

vii



