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APPENDIX-1 RESEARCH QUESTIONNAIRE 

10111 October 2008. 

Dear Sir I Madam. 

Research Questionnaire 

I'm reading for the MBA in Management of Technology in University of Moratuwa. 

As a part of the degree program, I'm conducting a research under the title "The Motor 

Insurance Industry in Sri Lanka - Innovation Strategies and Consumer Buying 

Behavior". 

In order to fulfill my research objectives, I'm forwarding this questionnaire to a set of 

randomly selected private motor car owners, who currently have a comprehensive (or 

full) motor insurance policy for their private motor car. If you are belonged to this 

category, I appreciate your kind response by taking part in this survey spending 

around 20 minutes of your valuable time. 

If you decide to take part, please answer ALL the questions (including sub-questions) 

by putting a tick ( / ) in the relevant cage. 

Your response will be kept highly confidential and will be used only for academic 

purposes. Your support is greatly appreciated. 

Thank you. 

Yours truly. 

Sujith Jayasuriya. 

(MBA/MOT/06/9021) 
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SECTION-A 

(Please answer ALL the questions. Put a tick ( ../) in the relevant cage J 

1.1 What is your gender? 

OMale OFemale 

1.2 What is your age (category)? 

018-30 031-40 041-50 051-60 0Above60 

1.3 What is your nature of employment? 

0 Self-employed 0 Private OPublic OJob seeking Ostudying 

1.4 Which category best describes your status of employment? 

O
Managerial OExecutive OProfessional OFreelancerl Oother 

Consultant 

1.5 What is your average monthly income range (Rs.)? 

0 

Less than 025,000- 050,000-
25.000 50,000 75,000 

SECTION-B 

2.1 What is your current motor insurer? 

~--~--

Ceylinco Insurance 

Sri Lanka Insurance 
f-------· 

J anashakth i Insurance 
--

Union Assurance 
1----· --

Eagle Insurance 
f--------------· .. ------·- ---

Other (please specify) 

2.2 How long have you been using a private motor car? 

0 Less than I yr 0 1-2 yrs 03-4 yrs 

64 

0

75,000-
100,000 

05-6 yrs 

O
Mor.ethan 
I 00.000 

O
Morethan 
6 yrs 



2.3 How many motor cars have you used for this period? 

0' 02 03 04 OMorethan 4 

2.4 Which category best reflects the average value of your motor car(s) (Rs.)? 

O

Less than 0500.000- o 1.000.000- 02 .. 000 .. 000- oMore.than 
500.000 1.000,000 2,000.000 3.000.000 3,000.000 

2.5 How long have you been using the services from current insurer? 

OLess than I yr 01-2 yrs 03-4 yrs [~5-6 yrs 
O

Morethan 
6 yrs 

2.6 Which category best describes the pattern which you obtain comprehensive (or 
full) motor insurance policy? 

Continuously from beginning 
~~--~---------~--~ 

From last time only 

For a special reason (short term) 

Ad-hoc 

2.7 To what extent the following factors influenced you to select a comprehensive 
insurance policy? 

Greatly Noticeably Moderately Slightly Not at 
all 

f--------

Uncertainty/high risk 

Natural disasters 
Innovative solutions 
(Eg: on-the-spot fac i I ities) 
Added features/services 
(Eg: roadside assistance, repair 
service) 
Mandatory requirement 

_@g_:lo~~)_ _____ --

2.8 If there was a change in policy type from comprehensive to third party, what were 
the reas?_ns?_(Please skip if not applicable). __ " _____ 

mum 
- ~---

taving a comprehensive policy 

omer servtcc 

ttisfied with claim settlement 
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2.9 If there was a change in the insurance company, what were the reasons? (Please 
skip ifnot applicable) 

lm I emil 
lOVat ive solutions 

I (Eg: on 
I Ad 

-the-s~ot fac i I ities) 
'eatures/services 
tdside assistance, repair service) ] (Eg: roa 

1 Pavme 
I • 

1t options (Eg: online payments, 
month y installments) 
Custon 1er servtce 
---

Not sat isfied with overall service 

2.10 To vvhat extent the following factors influenced to you when choosing the current 
company? 

Greatly Noticeably Moderately Slightly Not at all 

Premium 
Innovative solutions 
(Eg: on-the-spot faci I ities) 
Added features/services 
(Eg: roadside assistance. repair service) 

Company name I image 

Other's influence 

Advertisements 

2.11 To what extent you expect the innovative strategies to enhance the following 
characteristics in your insurance policy? 

Greatly Noticeably Moderately Slightly Not at all 

Less premium price 
1---

Better customer service 

Speed claim settlement 

Hassle free claim settlement 
r------

Added features/services 
--

2.12 What is your level of understanding about motor insurance, risks & covers and 
claming processes? 

~:~:"::~~~ - -
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....,__. ___ ··- ·-'-·.,. -· 

SECTION-C 

3.1 What exactly you expect by having a comprehensive motor insurance policy? 

---

aim settlement for the loss ~~ 

rTnRT;l 
get the benefits of additional features/services 

~: roadside assistance, repair service) 

;t because of mandatory requirement 

) clear idea 

u 

No 

' 

3.2 Other than the basic cover, what are the other covers you normally take with the 
comprehensive insurance policy? 

-------------

3.3 To what extent the following characteristics need to be further improved for your 
insurance policy? 

·---~------ -----~----

Greatly Noticeably Moderately Slightly No need l 
--------------------------- -- ----·---- -----

Less premium 
.. 

Easy premium payment facilities 

Fast claim settlement 

Hassle free claim settlement 

On-the-spot claim inspection 

More added/bundle features 

More discounts 
f--· 

--

Customer service --
'--------
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3.4 What do you most prefer as the claim settlement method? 

[Con 
i -

On-t 

;entional inspection & settlement process 

he-spot inspection only (payment later) 
he-spot inspection & settlement On-t 
;le free and minimum documentation only 

: sufficient claim payment for the loss (time is not a concern) 

3.5 How important are the following factors to continue with the same insurer in your 
future renewals? 

------ -----

Not~ Extremely Very Somewhat Not very 
important important important important important 

More discounts for premium (Eg: 
no claim discount) 
Easy premium payment schemes 

--

Previous claim settlement experience 

Customer service experience 

More added/bundle features 
' . 

3.6 How important are the following additional facilities which are bundled with the 
insurance policy? 

--~-~~------- ··--·-------

Extremely Very Somewhat Not very Not at all 
important important important important important 

Road-side assistance 
----~-------------------- ------

Back-up car after accidents 
Vehicle repairing service by insurer 

Discounts from other merchants 
--------

Additional I ife/homc insurance 
covers 

3.7 Which technology. to what extent can be further used to improve the quality of 
service? 

--------------

Greatly Noticeably Moderately Slightly Can not 
r------------~-- r---- --

Modern call centre 
----------------

SMS 
WAP/GPRS 
Internet 
~-
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SECTION-D 

4.1 From your perspective. have modern technology and innovative solutions 
improved the quality of service? 

,-----~ 

Strongly agree 
Somewhat agree 
Neither agree nor disagree ----

Somewhat disagree 
Strongly disagree 

4.2 In thinking about your experiences with current insurer, what was the overall 
quality of service you received? 

Very Poor 
---~----

Somewhat Unsatisfactory 

Average 

Very Satisfactory 

Superior 

4.3 How many times you have claimed from current insurance provider for the last 

two years? 

Do Dl 02 03 0Morethan3 

4.4 Your overall satisfaction with the claim settlements by current insurer? (Please 
skip if not applicable). 

Very Poor 
-----------~-~ 

Somewhat Unsatisfactory 

Average 

Very Satisfactory 

Superior 
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4.5 What do you feel about the time taken for claim settlement? (Please skip if'not 
applicable). 

Initial response time 
,-------"--· 

Too much 
Just right 
Better than expected 
Very quick 
No idea 

Claim processing time 
Too much 

-

Just right 
--

Better than expected 
Very quick 
~o idea 

Overall claim settlement time ------

Too much 
-~~--

-
Just right 
Better than expected 
Very quick 
No idea 

4.6 Would you continue with the same company in future renewals? 

De finitely will 
lbably will 

--

ght or might not +-----

obably will not 
~nnitely will not 

~· -

4.7 When you contacted the company after an accident, please indicate whether you 
agree or disagree with the following statements with the way that the customer service 
representative handled your request. (Please skip ifnot applicable). 

Strongly Agree Neutral Disagree Strongly 
~-------- ---- Agree Disagree 

The customer service representative 
urteous 
er service representative 

1 call quickly 
The customer service representative 
was very knowledgeable 
The waiting time for having my 
questions addressed was satisfactorv 

---------·--------·-·- L__~ 
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4.8 OveralL how satisfied are you with the current insurance provider? 
[3' ery Unsatisfied

~Unsatisfied 

Somewhat Satisfied 
Very Satisfied 
Extremely Satisfied 

4.9 Compared to other insurers you know or you have experiences, what would you 
say about the current insurer comparatively. 

1 Much better 
Somewhat better 

·-

About the same 
Somewhat worse 

-

Much worse 
Don't know I Can not say 

4.10 How likely are you to recommend the current insurer to others? 
Definitely will recommend 
Probably will recommend 
Not sure 
Probably will not recommend 
Definitely will not recommend 
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APPENDIX-2 SUPPLEMENTARY DATA ANALYSIS TABLES 

Correlations 

on the spot more aclclcd 

less pmm easy pay fast elm hs\ free elm inspect features -more disc cs 

less pmm I 

t:a~: pay 225' I 

fast elm .296" .478" I 

hsl lrcc elm .261,. .271f' .724" I 

on the spot inspect .082 .271" 4·19" .318" I 

more added features 199' .290" 314" 397" .457" I 

more disc .344" 1·18 104 .263" .173 609" I 

cs ·101" 48rJ" - - '"") ¥~ 
.))_) 377" .363** .456" .193' I 

* Correlation is signilleant at the 0.05 b-el (2-tai\ecl). 

** Correlation is signitlcant at the (l.OI level (2-tai\cd). 

Tabel-

Component Matrix" 

Component 
---

2 

need further improve-less pmm .500 .217 

need li.trther improve-easy pa: .613 -.282 

need further improve-ll1st elm .787 -.447 

need 1i.trther improve-hsl free elm .720 -.183 

need further improve-on the spot inspect .603 -.100 

need li.trther impron;-morc added features .709 .473 

need further improve-more disc .497 .782 

need 1i.trthcr improve-CS .754 -.154 

Extraction Method: Principal Component Analysis. 

a. 2 components extracted. 

Table- ii 
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Rotated Component Matrix" 

need further improve-less pmm 

need further improve-easy pa) 

need ti.1rther improve-t~1st elm 

need ti.Jrthcr imprtwe-hsl tl·ee elm 

need ti.Jrther improve-on the spot inspect 

need further improve-more added features 

need further improve-more disc 

need further improve-CS 

Extraction Method: Principal Component Analysis. 

Rotation l'vlethod: Varimax with Kaiser Normalization. 

a. Rotation converged in 3 iterations. 

nature of 

emp 

overall Q of S of currect ins Private 

Public 

Table-iii 

Group Statistics 

N 

77 

29 

Tablc-iv 

l'vlean 

3.40 

2.90 

Independent Samples Test 

Component 
---

2 

.300 

.667 

.904 

.702 

.560 

.335 

-.012 

.715 

Std. Deviation 

.544 

.673 

.455 

.099 

.056 

.241 

.247 

.784 

.927 

.283 

Std. Error l'vlean 

.062 

.125 

Levene's Test for 

Equality of Variances t-tcst fix Equality of l'vleans 

<llcrall Q ofS ofcurn.:ct ins Equal variances assumed 

Equal variances not assumed 

Table- v 
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F Sig. 

2.922 .090 3.992 

3.626 

df 

104 

42.537 

Sig. (2-

tailed) 

.000 

.001 



AN OVA 

overall Q ofS ofcurn::ct ins 

Sum of Squares df Mean Square 

Lkt\\Cen Groups 1.855 3 .618 

Within Groups 40.788 Ill .367 

rota! 42.643 114 

Table-vi 

One-Sample Statistics 

time taken for elm stl-initial 

time taken for elm stl-clm 

processing 

time taken for elm stl-overall 

time taken lor elm stl-initial 

time taken for elm stl-clm 

processing 

time taken for elm stl-ovcrall 

N 

.468 

-I. 146 

-.190 

Mean Std. Deviation 

69 2.55 .900 

69 2.38 .893 

69 2.48 .949 

Table-vii 

One-Sample Test 

Test Value= 2.5 

df 

68 

68 

68 

Mean 

Sig. (2-tailcd) Difference 

.641 .051 

.256 -.123 

.850 -.022 

Table-viii 

74 

F Sig. 

1.683 .175 

Std. Error Mean 

.108 

.107 

.114 

95% Confidence Interval of 

the Difference 

Lower Upper 

-.17 .27 

-.34 .09 

-.25 .21 



Correlations 

time taken 1(1r overall 

time taken for elm stl-clm time taken for satisfaction abt 

elm stl-initial processing elm stl-overall elm stl ! 

t1me taken fi1r elm stl-in1tial Pearson Correlation 1 

Sig. (2-tailcd) 
I 

N 69 

time taken 1(1r elm stl-clm Pearson Correlation .745" 1 

processing Sig. (2-tailcd) .000 

N 69 69 

time taken for elm stl-overall Pearson Correlation .651" .739" 1 

Sig. (2-tailed) .000 .000 

N 69 69 69 

overall satisfaction abt elm stl Pearson Correlation .563" .522" .518" I 

Sig. (2-tailed) .000 .000 .000 

" (J9 69 69 69 

H Correlation is signilicant at the 0.01 level (2-tailcd). 

Table- ix 

ANOVA 

Stun of Squares df Mean Square F Sig. 

call centre-courteous Between Groups 1.593 3 .53! 1.144 .338 

Within Groups 30.175 65 .464 

Total 31.768 68 

call centre-handled quick!:: Between Groups .360 3 .120 .137 .938 

Within Groups 57.118 65 .879 

Total 57.4 78 68 

call centre-knowledgeable Bel\veen Croups 2.631 3 .877 1.381 .257 

Within Groups 41.282 65 .635 

Total 43.913 68 

call centre-\\·aiting time Between Groups 1.424 3 .475 .544 .654 

satisl'actory 
Within Groups 56.778 65 .874 

rota! 58.203 68 

Tab le-x 
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0\ era II Q or s or currect ins 

Correlations 

overall Q or S of hmv satisfied ~Yith 

currect ins 

115 

cuu ins (overall) 

.414" 

.000 

115 

**Correlation is significant at the 0.01 level (2-tailcd). 

htm satisfied 11 ith cuu ins 

( 01 era II) 

Table-xi 

Correlations 

hoi\" satisfied vvith overall satisf~tction 

cuu ins (overall) abt elm stl 

.397" 

115 

.001 

69 

~'* Correi<Jtinn is signiiicant at the 0.01 level (2-tailed). 

hmv satisfied 11 ith cuu ins 

(overall) 

nature or 

emp 

Private 

Public 

Tablc-xii 

Group Statistics 

N Mean 

77 3.38 

29 3.45 

Table-xiii 

76 

Std. Deviation 

.689 

.985 

Std. Error Mean 

.079 

.183 



hm\ satisfied 'vith cuu ins 

( m era!!) 

Independent Samples Test 

Levene's Test lor Equality 

of Y ariances 

F Sig. 

Equal variances assumed 3.421 .067 

Equal \arianccs not assumed 

Table-xiv 

ANOYA 

ho\\ satisfied with cuu ins (overall) 

13ct\\ cen Ciroups 

Within C.lroups 

Total 

Sum of Squares 

3.816 

61.576 

65.391 

df 

3 

Ill 

114 

Table-xv 

77 

Mean Square 

1.272 

.555 

F 

t-test lor Equality of Means 

-.422 

-.360 

2.293 

df 

104 

38.782 

Sig. 

.082 

Sig. (2-tailed) 

.67-1 

.721 


