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ABSTRACT

This investigation 1s that service guality of internet service differs between internet
service providers (Dialog and Telecom) in Ampara district, The principal objectives ol
this research is to identify the level of customer’s perceived service quality in internet
service of Dialog GSM in Ampara District, to identify the level of customer’s perceived
service quality in internet service of Sri Lanka Telecom in Ampara District and to

identify whether perception ol service quality varies with demography of the customers.

This study integrates past research and purpose a framework for comparing service
quality of internet service providers (Dialog and Telecom) in Ampara District. The paper
highlights the overview of internet service provider in Ampara District and identifies
some features that are considered by Ampara Districl customer for using internet service
guality using with help of simple arithmetic mean and standard derivation and hypothesis
method. Attempts have been made in this rescarch to measure the service quality using
Parasuraman’s SERVOQUAL Model and determining the actual position of internet
service provider depending upon five quality dimensions{Reliability . Responsiveness,

Tangible. Empathy and Assurance) of two different firms (Dialog and Telecom).

To attain the objectives, the guantitative method was used and/data were collected
r r HI . - L e
through 200 guestiotMaires. Questionnaires were distributed among customers of Dialog

and Telecom in DS Division of Ampara district,

The result reveals that consumers of Dialog Company ge h!gh Iex;e’] service quality on
reliability. rmp{msnm-:'-.a tangible umgﬂth\ and eISbLlTa!]LEb‘LI]]T!En‘slH!"I‘\ than customer of
Sti Lanka Teje¢om Company. There is differente on service ghality L:!' internet service
between both L‘{JIT]}';EtHi'::S. There is no difference on servicg quality between demography
factors of customer in Dialog. There is no difference on service qualkity between

demography factors ol customer in Telecom.
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