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5. Abstract  

 
The Government has taken several steps towards improving the quality of the public service and has 

recognized the importance of using ICT in public service delivery. In the year 2007, the government 

introduced Information and Communication Technology (ICT) to enable for the storage and issuance 

of Birth, Marriage and Death certificates. Today this system is in operation island wide in Divisional 

Secretariats.  This project is called the BMD project (Birth, Marriage and Death Certificate Project).  

The Divisional Secretariat, Thimbirigasyaya is a vital agency for registration and issuance of birth 

certificates especially in the Western Province as all the major maternity hospitals are located in an 

area covered by the Thimbirigasyaya Divisional Secretariat.  

 
The main objective of the study is to examine, to what extent, service quality of the BMD Project effect 

the levels of customer satisfaction of the Divisional Secretariat, Thimbirigasyaya and make 

recommendations for a better service delivery. 

The level of the quality in the service and customer satisfaction of the BMD project is measured using 

the famous model named ‘SERVQUAL’ of A. Parasuraman.  The data gathered for the study was from 



external and internal customers of the Division, of which 100 samples were external customers and 

21 samples being internal customers. 

 

Primary and secondary data analyzed through SPSS (Statistical Package for the Social Sciences) 

revealed that majority of the customers visit the Divisional Secretariat to obtain copies of 

birth/marriage/death certificates and they expect a convenient and timely service.  The study 

revealed that external customer satisfaction level was not very poor but average.  

 

The study also revealed that the internal customer satisfaction was poor. It further revealed that 

internal customers were not satisfied with their working conditions.  However, with all their 

difficulties, they have provided on the average a satisfied service to the external customers.  

 

Considering the above facts recommendations were made to improve the quality of the BMD project 

to meet both internal and external customer satisfaction. This study will no doubt pave the way for 

improvement of quality of the service delivery of Births, Marriages and Death not only in 

Thimbirigasyaya but also in all the other Divisional Secretariats in Sri Lanka, as well.  

 

 

 


