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Abstract

The aim of this paper is to contribute to a bettederstanding of the determinants
of public service quality. Firstly, it explores thelationships that develop during

the public service encounter between the citizéwe, public organization and

society. Secondly, citizen satisfaction and dis&attion with public services are

both investigated. Furthermore, the paper emphasime importance of managing

emotions in public services. Finally, it also caless how the quality assessment of
public services should take into account implicagioegarding value to society.

The outcome is a holistic model for assessing ttaity of public services.

Keywords Public services- Service quality- Satisfaction Dissatisfaction -
Emotions

1 Introduction

In most western economies, the public sector hatr@oover a significant share of
economic resources. Modern public organizationseHasen in the centre of the
political and academic debate, aiming at findingtadlle new management
alternatives (cf. Osborne and Gaell®&92 Pollitt 1993 1995 Moe 1994. More

specifically, modern societies demand more efficyeand effectiveness from public
agencies, with a clear respect for the rights ifems, especially when it comes to
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equity and management of conflicting interests Fcédericksorl994 Moe 1994
Schachtef995 Mintzberg1996 Denhardt and Denhard®0Q Fountain2001). The
first two challenges are clearly aligned with theinpiples of New Public
Management (NPM). Although some differences canfduend from country to
country, Pollitt (995 points out eight essential elements of NPM: ansting,
disaggregating traditional bureaucratic organizegioto separate agencies, decen-
tralization of management authority within each lpukagency, separating the
functions of public service provision from purchesi introducing market and quasi
market-type mechanisms, requiring staff to worlpésformance targets, indicators
and output objectives, establishing greater fldixjbin public employment and,
finally, increasing emphasis on service quality anctomer responsiveness. In
short, NPM aims at meeting the needs of the citra¢imer than the bureaucracy.

Detractors of the most liberal public managemeenhds have raised new
concerns, namely those related to ethics (cf. Galbd993 Cohn1997 Johnston
and Callended 997 Dixon et al.1998 Koning 1999 Pollitt and Bouckaer2000Q
Haque2001), giving priority to other topics, such as citiagip, trust, transparency
and democratic dialogue (Fredericks#i94 Moe 1994 Schachtefil995 Mintzberg
1996 Denhardt and Denhard@00Q Fountain2001; Bovaird and Loffler2002.
Although there is some heterogeneity among refdimsughout the industrialized
world (cf. Hesse and BenZ99(Q Wright 1994 Benz 1995 Hood 1996 Peters
1990, research is clearly dominated by the concerrts iasues that come from
English-speaking countries: decentralization, foows performance and quality,
priority to the citizen, delivery and responsiven@sprovement, stronger account-
ability, deregulation and privatization.

In this context, it became urgent to rethink thiveey of public services inorder
to increase their quality (Roy and Seg@iv0Q Ling 2002, thereby satisfying the
publics needs and, as far as possible, trying to pleaspl® and companies,
favouring good governance and national economic patitiveness. In practice,
several measures have been implemented in ordgutanto practice a new
philosophy of public management based on the piesi of New Public
Management. More specifically, modern states hasuraed significant respon-
sibilities, in which more and more actors take pgtivate and semi-private
entities—resulting in a growing fragmentation of a huge putdector which,
generally speaking, does not correspond to the'superspective. However, it is
understood that citizens have a clear preference résolving their official
obligations having the least contact with the Adstmation as possible (cf.
Hagen and KubiceR00Q Keast and Browr2002 Ling 2002 Moran2009. In this
context, coordination between public organizatidmecame a central issue (cf.
Hagen and KubiceR00Q Bovaird 2001, Pollitt 2003, and there has been a trend
toward concentration of public services on the dadi one-stop shopping, made
possible by the significant advances in informatol communications technology
(Toonen and Raadschelddrg97).

As a result, it has become necessary to evaluatdntbact of these modern
alternatives, which is not a simple mission (Entlgisand Martin2005. The
practical impact of coordination, in its variousrginsions, has to be assessed with
citizens (cf. Wirtz and TomlirR00Q Vigoda-Gadot200Q Osborne and Gaebler
1992, civil servants (cf. Schneider and BowEsB85 and other stakeholders
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politicians, consultants, managers, professiorfadslitt 2003 —because there may
be conflicting interests that must be taken intosideration (cf. Freeman and Reed
1983 Freemari984).

Furthermore, there are also a number of relevamtequtual and methodological
considerations. Firstly, as we are dealing witlvises, public service quality can be
considered from the services marketing perspechivéact, it was in the 80s that
service quality became a central topic of resegcthParasuraman et al985),
namely because of growing competition among orgdiuas in an increasingly
competitive world. On the other hand, although ftingportance of quality
management in the public arena is widely recogni@éd Pollitt and Bouckaert
200Q Doherty and Horn2002 Talbot et al2005), there is a debate on the meaning
of public service quality (cf. Mintzber$986 Walsh1991;, Swiss1992 Radin and
Coffee1993 Hazlett and Hil2000Q. In fact, the concept and measurement of service
quality have been among the most controversialessn the services marketing
debate (Brady and Cronie001). Assessing the quality of services is much more
complex than when we are dealing with productsabse services afeleeds, acts
or performances (Berry 1980, and have specific characteristiemtangibility,
inseparability between production and consumptp@nishability and heterogeneity
(cf. Berkowitz et al.198§—which make them unique (cf. Gronrod89Q Kotler
and Andreasei995.

In the literature there has been strong debatetdhedransfer of quality concepts
from the private to the public sector. While thogsko advocate Total Quality
Management argue that large private companies abticporganizations tend to
face the same bureaucratic issues, the more ¢nias contend that they operate
under very distinct frameworks (cf. Halach@®95. In fact, as in most western
economies the dichotomy between those two seaoidstto fade with a growing
cooperation between public, private and volunteetas, the use of those concepts
and guidelines has not been a simple issue (Si€89). In practice, most of the
models for quality assessment are not suited tdiqsérvices, especially if they do
not operate under market conditions. Public agenitiat are strongly oriented by
political objectives experience great difficulty thinking and acting in a TQM
perspective (Loffle2007).

Nevertheless, although the adoption of models ansthuiments designed for
private initiative is not free from criticism or wgon (cf. Swissl992 Rago1994
Halachmi 1995, others claim that as the frontiers between the $ectors are
fading, it is feasible to use those constructsublip service research (Cohen and
Eimicke 1994 Rago1994 Gaster1995. Additionally, although it is believed that
quality is what we can measure and control, unf@tely not every service quality
item can be measured. There are many subjectivectssihat are difficult, or even
impossible, to measure within a quantitative framee—for instance, a smile, a
courtesy, a word of support or a kindness. So, anfgultidimensional construct,
measured with both quantitative and qualitativaaatbrs, can capture their global
effects.

In this context, this paper has a twofold objectiF@stly, to contribute to an
understanding of satisfaction and dissatisfactidh wublic services. Secondly, to
present a model that aims at evaluating the quafitiie public service, considering
three main components: the interaction procesdvedan the public service, the
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citizer’s perceptions of quality, and the value createdsfusiety. The paper is
divided into five sections. After this introductioime paper reviews the literature on
the main elements of public service quality in ®tt. Then we address the
research questions and suggest a conceptual fratewao analysing quality of
public services. Sectio# elaborates on the methodological approach thatbean
adopted in this sort of investigation. Finally, clusions are drawn in Sectiob.

2 Literaturereview
2.1 Interaction in public services

In this research, public services are vievesda pseudo-relationshkip.e., a
“repeated contact between a customer and a presiganizatio (Gutek 200Q

p. 372). A pseudo-relationship means that the custadentifies the service but not
a particular person as its supplier, not anticigptany future interaction with a
particular provider but, instead, with the orgatima Therefore, in the marketing
literature the ternfpseudo-relationshipdoes not have any pejorative meaning, and
is merely descriptive.

A pseudo-relationship can be seen as a seriesigidgs—encounters/moments
of truth—or as successive individual interactions between dhstomer and the
supplier of the service. Each episode can be difisean interaction event that has a
clear beginning and an end. According to GutB0(), these successive contacts
involve different service employees, and it is assd that each one is functionally
equivalent to the others. Thus, although most ef miodels and instruments of
quality are essentially static, it is importantléok at this type of relationship as
being a dynamic process. Traditionally, only thaldgy of a specific episode was
considered, and the fact that the customer pemrepbout service quality evolves as
he/she continues to use the service was not takenaiccount. But services are
processes, customérgerceptions evolve, and so the approach must bandgn
The implications of this perspective are enormbesause an unsatisfactory episode
may not put an end to the relationship if previepgsodes have been satisfactory.
Therefore, satisfaction and dissatisfaction of ¢histomer/user of public services
must be analyzed as cumulative variables.

In this work, contact with a public service is viedvas an experience, which
can vary between a mere series of episedEgounters/moments of trutkand,
at the other extreme, a relationship. In fact, #m is not to evolve from the
former to the latter, because the citizen may rally be looking for a true
relationship with the service he/she is using. dadf the focus has to be on
increasing his/her degree of satisfaction with ¢ixperience. Furthermore, public
services also involve true internal relationshipstween the public agency and its
own civil servants. We may then consider that thblip service results from the
relationship between three parts: the citizen, théblic agency and society
(including here all other stakeholders).

Consequently, it is absolutely essential to clanfyo the users of public services
are—citizens, customers, beneficiaries or others? Seaothors contend that the
adoption of a private-sector-style customecufo is inappropriate in the public
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sector, arguing that it devalues citizenship. Adf2002 presents a very interesting
typology based on the idea that most interactigis/den the public sector and the
client differ from the private sector transactiohs he points out“citizenry
constitutes an authoritative judgement that legtéws the values realized or
delivered by government organizations. Howeverisitvery different from the
customer function in a number of important resge@. cit., p. 339). Citizenship
confers rights and responsibilities on every citizEor the author, in the public
sector, both the citizenry and the clients conswalae produced by government,
but each receives a different type of valli€he citizenry receivegublic value,
whereas clients receiy&ivate valu€ (Alford 2002 p. 339). Citizen relates to the
public services collectively, whereas those whoehavmore direct interaction are
more like customersthe paying customer (when buying a subway ticket,
beneficiary (who receives the service or benefihaut paying directly in return) or
the obligatee (who receives the service again#drswill, such as a prisoner, for
example). But in every transaction with public $egvorganisations, each member
of the public is simultaneously a citizen and ateoer (fitting at least into one of
the three roles). In this paper, we use the tetireci in order to avoid excessive
terminology.

2.2 Service quality

There are two main paradigms in research into cerguality: the expectation-
disconfirmation paradigm and the performance pgradior the former, perceived
service quality results from the comparison betwgerformance and expectations
(Oliver 1980. Although it is agreed that there are multipl@lify dimensions, there
is no consensus as to their number and nature(dfv@rénroosl 982 Lethinen and
Lethinen1982 Mels et al1997), three (Rust and Oliver994), five (Parasuraman et
al. 1988 and ten (Parasuraman et 85 in the original version of SERVQUAL).
On the other hand, the performance paradigm artfpa¢€xpectations are irrelevant
and only performance should be considered.

These two perspectives gave rise to two alterndtameworks: SERVQUAL
(Parasuraman et dl985 Zeithaml et al1988 and SERVPERF (Cronin and Taylor
1992. Even though they are widely used in quality assent of services, some
authors claim that they are not generic and, caresgity, a number of adaptations
should be made for each specific context (cf. Cart#Q Finn and Lami991,
Dabholkar et al200Q Zhao et al.2002. There are other developments in the
literature, such as modified versions of SERVQUAKhdathe importance-
performance paradigm proposed by Martilla and Jafh®87). In our view, it is
possible to adapt the frameworks designed for feivservices to assess public
service quality. Thus, our model considers bothize&its expectations and
perceptions.

Although it is consensual that customer satisfactioessential for organization
success (cf. Vavra997 Dabholkar et al200Q Keiningham et al2003 Fornell et
al. 2006 Stradling et al2007), there is no agreement on the relation betwealitgu
and satisfaction. Luo and Hombur@0Q7 present a clear and complete
systematization of customer satisfaction outcomed #he respective academic
articles. Similarly, there is no universalfidigion of satisfaction (cf. YiL99Q
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Peterson and Wilsoh992. Indeed, for some authors satisfaction is anuatain
process (cf. Hunt977 Oliver 198Q Fornell1992), but for others it is the answer to
that evaluation process (cf. Howard and SH&®9 Oliver 1980 1997 Westbrook
and Reilly1983 Tse and Wiltor1988. It can also be viewed as a cognitive answer
(cf. Howard and Sheth969 Tse and Wiltonl988 Bolton and Drewl991) or an
effective response (Westbrook and ReilB83 Cadotte et all987). Besides, some
authors argue that satisfaction precedes qualitya@raman et all988 Bitner
1990 Bolton and Drewl1991), while others support the opposite (OlivE®93
Parasuraman et al994 Cronin and Taylorl994 Liljander and Strandvik 995
Fornell et al1996 Gronroos200Q Brady et al.2002).

Most expectations and satisfaction research focaseskrvices from the private
sector and the relation between the disconfirmatioexpectations and satisfaction
with public services is still barely explored (Roahd Poiste2006, although there
has been some research in this area, concludingib@onfirmation is positively
related to satisfaction with public services (c&cR et al199Q DeHoog et all99Q
Van Ryzin2004). However, it is not possible to generalize, armraninvestigation
needs to be done. The next section elaborates ese tissues with a particular
emphasis on the concepts of satisfaction and difmsetion.

2.3 Satisfaction versus dissatisfaction

There is still no consensus on the relation betwssgisfaction and dissatisfaction.
Although some literature has stressed the impogtaricsatisfaction maximisation
and dissatisfaction minimization, this approachlmesn neglected in most empirical
work on services (Dawes and Rowldp99 Liljander 1999. Service quality
literature looks to identify the dimensions or iatites that generate positive
evaluations of quality by customers. In effect, réhés a preference here for
understanding and defining positive concepts sughqaality and satisfaction,
instead of the negative ones that result in disfsatiion.

However, satisfaction and dissatisfaction with @y cannot be considered
opposites (Bleuel99Q Johnstor1995, because controlling dissatisfaction may not
necessarily lead to satisfaction. As Findla9&7) explains, the aversion system has
greater influence on behaviour than the pleaswsteny, as dissatisfaction is stronger
and more lasting than satisfaction. In fact, it nsgethere is not a univocal
correspondence between these two concepts. Someaanporks conclude that
the elements of satisfaction are not the same asetlof dissatisfaction and,
subsequently, one is not the mere opposite of ther.o

Similarly, researchers from other fields of knovgechave also pointed out the
importance of dissatisfaction analysis, withoutsidaring it merely the opposite of
satisfaction. This is the case of Scitovsk$7{6 in neurophysiology and Herzberg
(1968 in psychology (stressing the difference betweestivational and hygiene
factors). Kano and his colleaguek984) also addressed this perspective in their
quality investigation distinguishing between thaibaneeds (in this case, customers
become dissatisfied when performance is low, btisfaation does not rise above
neutral with high performance), the one-dimensiaredds (when satisfaction is a
linear function of performance) and the attractiwe excitement needs (when
satisfaction increases super-linearly with perfaroga but will not decrease below



Towards a conceptual model for assessing the gudljgublic services

neutral if there is a decrease in performanasually unexpected features, that fulfil
latent or unknown needs).

In fact, when we consider the concerns of custométs information accuracy,
waiting time, attendance duration, bad attendaacd,so forth (negative incidents)
satisfaction becomes to some extent a secondamenorfJohnstori995 Dawes
and Rowley 1999. But as long as minimum quality criteria are gpd
dissatisfaction tends to decrease. In short, wittstrategy that includes both
dissatisfaction removal and increase of satisfac&onployees and customers might
become sceptical about the attempts to improvacgeguality in the organization.
Therefore it is important to identify the authersiurces of dissatisfaction. These
results can be used to establish a priority foremive measures, namely in terms of
back-office rearrangements.

Accordingly, satisfaction and dissatisfaction aneecaspects of our model. They
are not considered to be opposites. The basic igléa understand how public
services may progress from the stage of mere appead to user satisfaction,
aiming to delight the citizen. In practice, theamhation gathered can be used to
establish priorities for the corrective measures,aameans of increasing loyalty
towards public services, which is especially impott for some areas facing
competition. In fact, when we are dealing with mpolized services, if the source of
the monopoly disappears as a result of deregulafion instance, dissatisfied
customers will most certainly defectEven in markets with relatively little
competition, providing customers with outstandirajue may be the only reliable
way to achieve sustained customer satisfaction laydlty” (Jones and Sasser
1995 p. 89). Merely satisfying customers will not kedwerm loyal. Furthermore,
now citizens expect more accountability from goweents, as Milakovich2003 p.
75) makes clear?...they want accountable, efficient, fair and effeetivalue for
their scarce resourcésTo sum up, it is crucial to identify the caus&berefore,
our model considers both the determinants that tenoe sources of satisfaction
and those which cause dissatisfaction. Nonethebessdes this issue, other factors
tend to affect the perceptions of citizens regaydire public service. These include
the zone of tolerance and the emotions that wikdddressed in the next section.

2.4 Zone of tolerance and emotions

The concept of“zone of tolerande—accepted service performance level
somewhere between the adequate and desired levebxpéctations-was
introduced by Berry and Parasurama891) but barely applied to public service
quality research. In fact, customers usually recgthat it is not always possible to
attain their expectations, and accept an inferiervise level without feeling
dissatisfied. Indeed, satisfied customers can lzaseries of negative experiences
that reduce their level of satisfaction but that wot make them unsatisfied.
Situational factors, previous experiences and vafrohouth may help to redefine
their expectations. Similarly, the Liljander anda8idvik model {995 recognizes
the importance of the zones of toleraneamitted variations of the levels of
performance of service inside certain limits, whang increase of performance in
this area will have only small effects on the pptmms. It is still thought that the
zone of tolerance can be extended to the leveletdtionship, capturing the
accumulated variance of performance.
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The existence of a zone of tolerance is inhererthéocondition of“servicé—
customers tend to accept its heterogeneity thdé keevariation in performance (Zeithaml
et al.19969. Above this level they feel delighted and beltwnt feel dissatisfied. In this
sense, our model considers that citizens may atlait their expectations may not
always be met, and therefore accept a servicerpafe level somewhere between the
adequate and desired level of expectations ahdatifeel dissatisfied.

Emotions exert a great influence on tolerance aodsequently, on satisfaction,
because individuals may already have a predispaditi see incidents as positive or
negative. Thus, Johnstoh995 contends that the evaluation of a particular ages
may not result from incidents, since satisfactiam de essentially related to the
customels mood when he or she receives the service. Sorotkeof emotions
should be carefully analyzed. In fact, the positaed negative emotions that
customers associate with the service have growmgpitance in literature in the
creation of satisfaction. Customers experiencetipesind negative emotions related
to the service and these emotions influence thegree of satisfaction. However,
there is still a lack of research on the linkagewleen emotions and post-
consumption variables, such as satisfaction (Ldg@rand Bergenwall999, and on
the role of service recovery, which may change tregg@motions into positive ones,
in customer emotions management. In fact, with éweptions (cf. Bitne.992
Tsiros and Mittal200Q Bonifield and Cole2007) most service models have not
considered emotions.

Several definitions of emotions have appeared énpsychology literature but
there is no consensus and it may be harmful totesenarrow a notion. Oliver
(1997, p. 294) considers thdemotion includes arousal, various forms of affact
cognitive interpretations of affect that may be egiva single descriptidn
Therefore, in distinct segments, customers mayt i different emotions to the
same service. This means that, due to the vatiabiliservices, the same customer
may have different levels of perceived quality loé tservice or distinct emotions
from one episode to another. For the manageratdbkallenge to understand these
emotions, as well as to analyze their intensity &imduency (Friman et aR00J)
and manage them to promote positive emotions atheteethe negative ones.

In fact, it has been shown that customers expegidth positive and negative
emotions related to the service and that theseien®influence their satisfaction.
The negative emotions have the biggest impact erctistomes reaction and the
positive emotions have been associated with satisfaincrease. On the other hand,
satisfaction is also seen as having an affectiveedsion, without which the
customers behaviour cannot be fully explained. It is thoughat the affective
processes are partially out of the conscious cbafroustomers.

Besides, the type and force of emotions that résoifbh one or more negative
incidents in a relationship can better explaintémenination than the source of the
incident itself, even in cases where service quaditlow. This has not been fully
studied, and neither has the role of service ragove customer emotions
management. These considerations also find echizeigontext of public services.
Vigoda-Gadot 2000 recognizes the lack of research in this field,dplains that it
is extremely important to understand citiZefeelings and reactions when they
contact public services. Accordingly, the modelgmeed in this paper considers the
influence of emotions on the quality of the senpcevided by public agencies.
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2.5 Value for society

Besides the relationship between the citizen ardptiblic agency, public services
also involve society in general. In fact, modernnagement perspec- tives have
changed focus from the shareholders to a broadewoimt that includes an
increasing set of stakeholders that in some wagtaeb the organization. In the
literature, the relevance of these stakeholders been stressed by academics (cf.
Freemanl984 Evan and Freemah988 Preston and Sapieni89Q Hoyle 1994
Foley and Bartori997 Foster and Jonk&003. In this sense, quality management
should not only focus on internal operations, bubwd also consider all those
groups that in some way relate to the organizafitnus, business quality is seen as
the capability of serving society as a wholeylddl 994).

In this context, the stakehold&tkeory has been developed, based on the idea
that the objectives of any organization should takte consideration the stakes of
the various groups that in some way relate to ¢hganization, namely managers,
employees, shareholders and suppliers (FreemarRaad1983. Furthermore, it
argues that its success depends on the relatienbleipveen the organization and
those stakeholders. In the same way, social regplityshas also been receiving
growing attention (Fole§999 Foster and Jonk&003.

This perspective has some similarities with Tagaauncept of quality: quality is
viewed as the loss that a product causes to sdtifigr being shipped, other than any
losses caused by its intrinsic functibiiStocker199Q p. 35). This means that all the
product characteristics that deviate from the idézhvalue cause losses to society.
Thus, it is a different approach to the traditionak, according to which the final
objective is the maximization of individual profifaguchis perspective aims at the
minimization of the loss to society. For Ribiereagt (1999 p. 2) this perspective
“though initially used in manufacturing can easitydpplied to the service industry
For some services, such as health services, thetargrioss is not the most important
thing, and it is therefore essential to capture tanahalyze the causes of custorhers
dissatisfaction.

In particular, public agencies also relate to aewgkt of social groups that
sometimes have conflicting interests: citizengrik, beneficiaries, central and local
government, associations, private companies, aratmgs. For this reason, a lot of
research on public service quality takes theseestato consideration (cf. Doyle
1994 Atkinson et al1997 Provan and Milwar@001; Neely et al2002 Bourne et
al. 2003 Ferlie et al2004) and understands the impact of public servicevdgliin
terms of losses to society, considered here asghadl stakeholders besides the public
agency itself.

3 A conceptual model for the evaluation of public service quality

The aim of this conceptual research is to conteliot a better understanding of
public service quality. In this sense, the cerirablem of the investigation is:

& What are the determinants of public service quality
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Given this central problem, the study focuses oeelkey research questions:

1. How is the interaction process developed in thdipgervice encounter?
2. How are citizendusets perceptions of public service quality formed?
3. What is the impact of public service quality on tlaue to society?

It is important to clarify these research questibesause they are on the basis of
our conceptual model. This is divided into threeimyaarts, which allows a clear
association between each of the three researctiangesind the levels of analysis
(Fig. 1).

In the first part, the relationships that are deped during the public service
encounter between the citizen, the public agenay society (all stakeholders
involved), are explored, considering the publiovggr encounter as a succession of
episodes-a pseudo-relationshipinvolving all those stakeholders. In fact, in most
cases public services involve repeated contacttanditizen does not anticipate any
future interaction with a particular person, bustead with the organization in
general. In the second part of the model, citizemseived quality is determined by
comparing perceptions and expectations, which casulr from previous
experiences, word-of-mouth, suggested positioningd apersonal needs.
Additionally, customers and employeésemotions are considered to exert a
significant influence on citizehgerceptions, because this encounter seems to be
strongly relational and emotions are consideredaee an important influence on
the evaluation of each episode. In this contex,ntodel admits certain variations
in the level of performance, influenced by emotians other factors external to the
organization. A segmented analysis of customersguse proposed, given the
importance of the diversity of their characteristio the evaluation of the service
quality.

Moreover, the model considers a zone of toleraimcte sense that citizens may
admit that their expectations may not always be, mad therefore accept a service
performance level somewhere between the adequatalesired level of expect-
ations and still not feel dissatisfied. In the dhixart, the model considers that public

Level of Analysis Research Questions

How is the interaction
process developed in the
public service encounter?

Public Service

!

How are citizen/user’s
perceptions of public service
quality developed?

!

Citizens’ quality perceptions

. What is the impact of public

Value for Society services quality on the value

to society?

- N /

Fig. 1 Levels of analysis and research questions
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service quality results from both citizérsssessments and value to society, viewed
as the relation between benefits and losses toth#r stakeholders. Finally, the
model considers that the quality of public servicesults from both citizehs
assessments and value to society. In fact, if enctie hand the conception and
delivery of public services aims to serve the eitig, making assessment of their
perceptions crucial, Public Administrations involee broad set of agents, and
therefore it is also important to understand thpdot on society in general. Figare
presents the model making clear the integratioth@three research questions with
each part of the framework.

4Methodological approach suggested

This section aims to suggest a methodological ambrto implement our conceptual
and holistic model. From the literature of servioegrketing there are basically two
ways of evaluating the quality of a given serviSel{réder et aR000): attribute and

incident based measurements. The first providesnargl evaluation of the service
quality—the customers evaluate more than only the restitie service, they also

------------------------------------- '
1
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E Expectations '
! i
---------------------------- ! I
1 1 H 1
i i ! E \ Perceived ]
| PUBLIC SERVICE : ™ Quali )
: N e Zone of v Public
I o T Tol by 1 )
: : | o the ] Qualit
i ] N Citi ]
1 ] E S /V itizen : y
1 1 h 1
: 5 :
: “ Perceptions :
i i ]
1 Pseud«- ] 1 ]
! Relationship - ____]
' 1
i i p '
' 1 H
i Agency ] | \A |
'
: 1 1 Value 1
et ! | Losses to — to |
| Society Society 1
! i
! '
'] Responsibility E
]
How is the interaction proces How arecitizen/user's What is the impact of
developed in the publiservice perceptions of public service public service quality on
encounter? quality developed” the value tcsociety”
RESEARCH QUESTION

Fig. 2 Conceptual framework
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evaluate the process of service delivery and itsedsions/attributes. The incident
based measurements emphasise the analysis odlciritiident, defined a%specific
interactions between customers and service firml&yeps that are especially
satisfying or especially dissatisfyihgBitner et al.199Q p. 73)—for the definition

of the determinants of satisfaction/dissatisfactiorthe academic field, researchers
have presented some valuable investigation onfteete of these advances on the
level of citizen satisfaction, based mainly on the attribute-basedets used for
assessing service quality in the private arena.eNbgless, public services have
specific features that justify a specially desigfrathework for their evaluation.

Since citizensperceptions of public services are still scarcelgwn, qualitative
studies would seem to make a valuable contributlodeed, according to Yin
(1999, exploratory research is the most suitable whenrésearch questions are of
the type“how?’ and when the main purpose is to understand a subjgtcis still
almost unknown. Therefore, a predominantly explamnyagualitative methodology
can be adopted following a case-study approach, sty multiple sources of
empirical evidence. Indeed, case-studies are ceresida suitable methodology for
exploratory and explanatory research (Y894).

Moreover, we also suggest an adaptation of théc@rincident Technique-CIT
(Flanaganl1954). This technique was introduced into the marketiterature by
Swan and Raol@75 and in the services marketing arena by Bitneal e{1990).
Since then, many studies have been based on Cpkeadias (cf. Edvardssotf88
1992 Bitner199Q Stauss and HentschE)92 Stausd 993 Strandvik and Liljander
1994 Keaveneyl995 Stauss and Weinlich997 Bostschen et al.996 Olsen
1996 Roos and Strandvik996 Ro0s1996 1999 Decker and Meissnd997). The
incidents can be collected with the citizens usinguestionnaire and categorized
according to the five dimensions proposed in SER¥QUZeithaml et al.1989.
Besides this, all other qualitative data can baiolktd by means of personal semi-
structured interviews (for instance, with managerd front and back-office public
servants) and focus groups (for instance, witlzeits and public servants). In fact,
focus groups have been extensively used in serwiggketing research, and more
recently their use has been explored in publiciseranalysis (Kruegetr994).

Together with the main methodological option, anpamance/performance
analysis can also be undertaken based on datanedtaiith the questionnaire
(Martilla and Jamed.977). This procedure does not conflict with the casebg
methodology, which allows the use of qualitatived aquantitative methods
(Amaratunga and Baldrg0021;, Jensen and Rodge?§01). Data diversity may be
considered one of the main contributions of thiseegch, since triangulation
strengthens constructs and hypotheses (Eisenb@8$). The analysis follows the
principles of the grounded-theory approach aimirigttee emergence of new
theoretical constructs on the basis of the datlyaed (Strauss and Corbiri990.

5Conclusion
In a time of increasing budgetary constraints aachahds from societycitizens

and organizations-in relation to Public Administration, one of its jpachallenges
is the creation of more value for both citizens aadiety in general. This implies
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satisfying citizensneeds with greater effectiveness, minimizing costshe basis of
an increased efficiency, and creating more valustiety.

The paper has three main contributions: theoretica¢thodological and
managerial. Firstly, conceptual investigation suggg¢hat public services involve a
peculiar type of relationship. They present chanastics of pseudo-relationships
involving three agents: the citizen, the public mgeand society itself. Moreover,
public service quality must be considered fromdtizen viewpoint, regarding their
expectations and perceptions. Additionally, theitaites can be classified as a
source of satisfaction or dissatisfaction, or eneuntral. The investigation addressed
the existence of a certain degree of tolerancéieas public services assessments.
Another contribution came from the importance givenemotions during the
interaction process. Lastly, considering the spdeiaures of public services, our
holistic conceptual model complements citizen duassessment with evaluation
from society. This addresses the benefits and dodee society, as well as
opportunities for improvement.

Secondly, the combination of attribute based measaind incident analysis is the
most significant methodological contribution, arddlikely to be very useful to
understand how citizehperceptions are created. Besides, a dyadic appuzache
used, considering both usktend civil servanfsviewpoints. A great variety of data
can be collected to be used in multiple ways, tptalely and quantitatively, in
order to get as much information as possible.

Lastly, from a managerial point of view, it is craic to understand the
determinants of public service quality. More spieallly, this involves an
understanding of the service encounter, citizgresceptions and the impacts on
society. This analysis may help managers to pretlemtoccurrence of negative
incidents and develop abilities to deal with themaiprofessional way, even with
those that, despite every effort, always happenth@mther hand, positive incidents
must be regarded as learning experiences for tidicpagency. Constructs and
frameworks designed to assess the quality of @isatvices seem to be useful to the
public context, but they need to be adapted tesfgezificities of the public service
arena. That is why the central purpose of this axe$e is to understand the
determinants of public service quality. The focusaitizens perspective within a
highly relational framework, complemented by thalgsis of the value to society, is
likely to give new insights into public service assment.

To sum up, we believe that our model representdistic approach for the study
of the determinants of public service quality. Tiext step is its application to
empirical contexts in order to evaluate its effemtiess in understanding such
phenomena.
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