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ABSTRACT

The study explored service quality provided to citizens at the Impendle Local Municipality. The
study is stimulated by the continuous violent protest and sometimes taxi conflicts at the Impendle
Local Municipality, resulting in poor service delivery. The service quality model was used to
inform the study. A case study research design, quantitative research methodology and cluster
sampling was used to select 240 community members. Reliability and validity was upheld to
ensure that the findings are credible. Data was analysed using SPSS version 25. The findings
show a significant gap between citizens’ expectations and experiences: reliability (-3.2);
assurance (-2.88); tangibility (-2.02), empathy (-2.88) and responsiveness (-3.17). Based on the
findings presented in this study, in order to understand and deal with the gap between citizens’
expectations and experiences of service quality, the Impendle Local Municipality management
should pay special attention to the dimension of reliability, assurance, tangibles, empathy and
responsiveness as they influence service quality. The findings in this study may help the
Impendle Local Municipality to understand and enhance the effectiveness of service quality

efforts.

Keywords: Service Quality, Service Delivery, Impendle Local Municipality, KwaZulu-Natal.
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CHAPTER ONE

INTRODUCTION AND BACKGROUND TO THE STUDY

1.1 INTRODUCTION

Service quality is an extremely important issue in the service industry. Organisations be it in the
public or private sector are expected to provide service quality to customers. Service quality is
one of the critical aspect that makes customers realise economic benefits from the service
provided. This study evaluates service quality through gap analysis between citizens’
expectations and their experiences of the service provided at Impendle Local Municipality. The
chapter provides an outline of the study: the background; the research problem; aim, purpose;
study’s contribution/significance; research objectives and questions. Furthermore, the research
approach, conceptual basis, limitations, dissertation structure and the summary are also

addressed.

1.2 BACKGROUND TO THE STUDY

The democratic government of South Africa took over in 1994. During the apartheid system,
populations in rural areas were neglected. This resulted in the backlog in the service delivery.
Welch et al. (2015) argue that the South African government is facing a challenge of
community’s declining trust of government to deliver services needed. Monkam (2014) and
Cheruiyot et al. (2015) identified several factors that lead to people’s dwindling in trust in
government; corruption, poor fiscal performance, and poor quality of service. The constitution
of the Republic of South Africa, 1996 provides three spheres of government: National, Provincial

and Local.

The national government makes policy, sets objectives, coordinates and regulates the mandate of
government. The provincial government plans service delivery while the local government is
mandated to implement, deliver and build regulations for services (Monkam, 2014). All spheres
of government are expected to carry out their roles and responsibilities. Devolution of power has
made municipalities engines of service delivery. Therefore, municipalities are responsible for

rendering basic service inter alia water, refuse removal, electricity, sanitation, etc. to their
1



communities. Monkam (2014) found growing dissatisfaction among people of KwaZulu-Natal,

including Impendle Local Municipality about service delivery.

1.3 RESEARCH PROBLEM

Grewal et al. (2016:23) argues that a research problem is a topic of interest and to a certain level
of familiarity to the researcher. A research problem can be understood by generating information
on it. The study assessed and measured the gap of service quality delivered to citizens at
Impendle Local Municipality focusing on expectations and experiences. There is a dearth of
research on service quality and service quality management. These gaps in literature formed the
basis for this study. Evidence also shows that Impendle Local Municipality had overall 4000
complaints in 2014 and 9000 in 2017 (Citizen Satisfaction Survey, 2016). The complaints
received from citizens related to building regulations, zoning, water, waste removal, and street
lights. The national sphere of government is encouraging local governments to deliver service
quality but evidence shows that municipalities are struggling to deliver services able to meet
citizens’ expectations. Therefore there is a need for Impendle Local Municipality to be informed
about the citizens’ feelings about the service delivered to the community. There is also a need
to inform management decision and growth plans. Although there are studies carried out in the
area of health, education and transport (Kandampully and Suhartanto, 2003) few have been
conducted in the context of delivering of service by the municipality, and in a developing
economy such as South Africa. This makes it imperative to highlight factors that affect citizens’
expectations and experiences of service. The study provides management with empirical
evidence to develop effective service delivery focusing on reliability, assurance, tangibility,
empathy and responsiveness. As it is now, the gap between expectations and experiences of
citizens with regards to service quality delivered is not known and consequently gives rise to this

study.

1.4 PURPOSE OF THE STUDY

This is a very significant study because it assesses and measures what is expected by the
community of Impendle Local Municipality and their experiences of service quality delivered.
The study provides strategies that can help the municipality to succeed in delivering excellent
service and improving quality of service. Furthermore, a platform of engagement will be created

that will help citizens to understand service quality.
2



1.5 CONTRIBUTION/SIGNIFICANCE OF THE STUDY

The study will reveal dimensions of service quality that affect expectations and experiences of
citizens. The findings may be used by management to inform the service delivery strategy at

Impendle Local Municipality.

Policy makers may get insight into service quality delivered and use the findings to generate a

dependable guide for promoting and evaluating service delivery.

Stakeholders will be provided with information to make constructive suggestions for the

enhancement of service quality provided at Impendle Local Municipality.

1.6 AIM OF THE STUDY

The study investigated service quality provided to citizens at Impendle Local Municipality using
the RATER Model (Parasuraman, Zeithaml and Berry, 1985) to inform the study. It is noteworthy
that there has not been a study undertaken in evaluating service quality delivery at Impendle

Local Municipality, South Africa.

1.7 RESEARCH OBJECTIVES

e To understand the quality of service delivery expected by the citizens at Impendle Local

Municipality.

e To establish the quality of service delivery experienced by the citizens at Impendle Local
Municipality.

e To ascertain the gap in service quality delivery at Impendle Local Municipality.

1.8 RESEARCH QUESTIONS

e What is the expected quality of service delivery at Impendle Local Municipality?



e What is the quality of service delivery experienced by the citizens at Impendle Local

Municipality?

e What is the gap in service quality delivered at Impendle Local Municipality?

1.9 BRIEF INTRODUCTION TO THE RESEARCH APPROACH

This study used the RATER Model, exploratory research design, and quantitative research
methodology. The target population is all community members at Impendle Local Municipality.
The sample size is 240 of community members. Validity and reliability measures are upheld to
increase the credibility of the findings. Cluster sampling is used to select respondents. The
sample size for this study is made up of 240 community members which are representative of the
whole population. Data analysis employed descriptive and inferential statistics using the SPSS
version 23.1 (Braun and Clarke, 2006).

1.10 DEFINITION OF TERMS

e Reliability: this is the ability of a business or organistion to deliver service that is

promised in a dependable, accurate, and timely manner (Lee, Choi, Kim and Hyun, 2014).

e Responsiveness: is the willingness of the supplier of service to offer quick service to his

or her consumers (Kurtz, 2014).

e Assurance: pertains to a firm’s ability to respond effectively to the customers queries.
Service providers should provide appropriate answers to customers (Kurtz, 2014).

e Empathy: is delivering service to customers with the care needed (Lovelock and Wirtz,
2011).

e Tangibility: is the appearance of the employees, equipment and surroundings (Jones and
Taylor, 2012).



Service Quality: the gap between what customers’ wish to have and what is delivered to

them (Hennig-Thurau and Gwinner and Gremler, 2010).

Service delivery: is the provision of service to the community (Gayathri et al., 2015:24).

Municipality: “is usually a single urban” or “rural administrative division having
corporate status and powers of self-government or jurisdiction as granted by national and
state laws to which it is subordinate” (Gronroos, 2010:23). Therefore, a municipality is

the third domain of government in South Africa.

1.11 LIMITATIONS OF THE STUDY

There are few academic studies on service quality in Local Municipalities in South Africa. As a

result, mainly international studies on service quality were used to provide the basis for the study.

This is, inter alia, a reason for undertaking such a study as this. The study only included Impendle

Local Municipality, which is one of the seven local municipalities in UMgungundlovu District

Municipality because of financial and time constraints.

1.12 STRUCTURE OF THE DISSERTATION

The study is organised into five chapters.

Chapter One: presents; the introduction, the background, the research problem and the
purpose of the study. The chapter also presents the research objectives and questions, the
significance of study, the limitations of the study followed by the structure of the

dissertation.

Chapter Two: reviews literature related to service quality delivery. The chapter also
reviews concepts on service delivery. This chapter covers service quality models, the role
of a municipality in service delivery, and the South African legislative framework on
service delivery. The chapter concludes by summarising the relevant literature.



e Chapter Three: presents the methodology that includes the research design,
methodology, data collection instruments, study site, population, target population and
sampling techniques. The chapter concludes by addressing the data analysis tools, ethical

considerations and a conclusion.

e Chapter Four: presents data, analysis and discussion of the main findings, and the

summary to the chapter.

e Chapter Five: is the conclusion and recommendations emanating from the key findings.

1.13 SUMMARY

This study investigates service quality at the community of Impendle Local Municipality. The
chapter presented the background to the study and other study background sections. The research
approach used, limitations, the definition of terms, and the structure of the dissertation are also

discussed. The following chapter presents the literature review.



CHAPTER TWO

LITERATURE REVIEW

2.1 INTRODUCTION

A synthesis of previous research work is called a literature review. Therefore, the literature
review is created from the prevailing knowledge base. The literature review is on service quality.
The quality of service is essential in many sectors including public sector this study was
conducted in. It is important for service quality provided by a firm or company that meets the
expectations of the customers. The study investigated service quality at Impendle Local
Municipality as understood by citizens. The chapter deals with the understanding of service
quality, models of service quality, service quality in the context of local government, local

government regulations and functions. The chapter ends with a conclusion.

2.2 SERVICE QUALITY

The study explores the two concepts of service and quality.

2.2.1 A perspective on services

Service quality contributes to the world’s economy (Machta et al., 2012; Henning-Thuran et al.,
2010). The service industry makes up to 80.0% of the world’s economy (Ojala, 2006). There is,
however, no agreement on the meaning of service quality. The debate on the meaning of service
quality is old, but there is no agreeable meaning as the debate seem to further complicate the

meaning of service quality (Stricter, 2006).

Service quality deals with perishable and non-perishable goods. Services provide solutions to
people’s business problems, performance and processes. Some scholars (Evenson, 2005; de
Stricker, 2006) understands service quality as unique characteristic services. Services are
activities with different processes, uses many resources, and directly engages customers
(Evenson, 2005).



Services aim at generating a solution to customers and need customers physical presence.
Quiality control processes are difficult to ascertain in services because of the close link between
production and consumption (Chen and Hu, 2013).

Most services need service employees and service users to interact (Evenson, 2005). The unique
nature of human beings makes services to be heterogeneous. Services are mainly intangible but
can be tangible as well (Kang and James, 2004). “The intangibility of the services makes

customers perceive services as being abstract and subjective” (Grénroos, 2010).

2.3 CHARACTERISTICS OF SERVICES

Key characteristics unique to service are discussed below:

2.3.1 Intangibility

Services are intangible, and this brings many problems to customers. For example, customers are
not able to see, touch and smell the service when the opposite is true with products (Kouthouris
and Alexandris, 2005). Therefore customers rely on the reputation of the service given by a
service provider who may not always give the correct reputation because of wanting to promote

their service (Gronroos, 2010).

2.3.2 Inseparability

Scholars (Kouthouris and Alexandris, 2005; Gronroos, 2010) argue that it is quite complicated
to dissociate the production and consumption of services in an organisation. For example, when
a person is delivering a lecture to learners service as delivered as the lecture is delivered. In
addition, service providers do not have an opportunity to deal with factory service that may have
production and consumption problems. Service allows customers to be physically present to

evaluate service being provided (Laroche, Ueltsechy, Abe, Cleverland and Yannopoulos, 2005).

2.3.3 Heterogeneity

Laroche, Ueltsechy, Abe, Cleverland and Yannopoulos (2005) said that services with high labour

content are heterogeneous. Services’ performance varies under different situations. Kouthouris

8



and Alexandris (2005) argue that it is not easy to standardize service provider and customer
interactions. Consequently, it is complicated to ensure standardized service quality as one is able
to do in the production of goods (Grénroos, 2010).

2.3.4 Diversity in standards of service

Services are difficult to evaluate (Malai and Speece, 2005). This is because the criteria used by
customers to evaluate service is not understandable to marketers. Service quality comes from
how well service is performed not based on customers’ expectation of service. Customers’
service evaluation is based on the process employed in service delivery and the outcome of the

service (Gronroos, 2010).

2.3.5 Perishability

Agarwal and Kumar (2016) said that services are perishable and cannot be stored like products.
Services are lost if they are not used at the time they are produced. However, the effects of

services can be retained (Ahmad and Sungip, 2008).

2.3.6 Simultaneity

Anderson and Kerr (2002) argue that services are produced and used at the same time. Services
cannot be stored which is an important aspect of service management. The phenomenon of
creating and consumption happening simultaneously makes it hard to implement quality control
measures. A product can easily be inspected for quality but service relies on other measures.
When customers are present in the manufacturing facility and participate in service processes

this exposes them to errors (Awara, 2001).

2.3.7 Customer Participation

Customers ‘participation in the service process requires that facilities are designed to
accommodate this process (Awara and Amaechi, 2014). Most traditional companies cannot
accommodate the participation of customers because they lack customer participation strategies.
When a service requires participation by the customer, the service provider has to pay attention
to the issue of noise, layout, decoration, and furnishing of its worksite to influence customers’

positively (Bryman, 2012).



2.4 QUALITY

Quality comes from the literature on the quality of goods. In many cases, quality is associated
with tangible goods, not service (Laroche et al., 2004). There is no agreeable definition of
quality. This is because quality means different things. Kouthouris and Alexandris (2005) said
that the situation determines the meaning people give to quality. The individual’s perception of
quality is what matters. This is because quality is relative. Quality is believed to have different
features including meeting people’s needs, resulting in satisfaction, being free from errors, free
from deficiencies, cause satisfaction, and being able to conform to standards (Lee and Hwan,
2005).

Lorenzoni and Lewis (2004) said that quality dimensions include features, perceivable quality,
performance, durability, aesthetic and reliability. Lewis and Soureli (2006) found that quality
depends on individual norms; therefore, the disposition of a person should be taken into

consideration when providing service.

Siddiqui, Masood, Khad and Sharma (2010) argues that quality in a product satisfies needs of
customers and needs implied by the service provider. Tsoukatos (2007) said that eight
dimensions of product quality could be used to ascertain quality characteristics. Some
characteristics of quality reinforce each other while others do not because some characteristics
are sacrificed to improve others. In the aforementioned section, quality is regarded as a multi-

dimensional issue viewed from different standpoints. (Rust and Huang, 2014; ISO, 2011).

2.5 SERVICE QUALITY

Quality service is understood as what customers perceive to be the service provided to them
(Malai and Speece, 2005). For this reason, customers and management should be solicited for
views on the meaning of service quality. Wilson, Zeithaml, Bitner and Gremler (2012) said that
service quality is a discrepancy on perceived service and service that is actually provided by a
company. In short, service quality is the service that customers experience from service providers
(Palmer, 2011; Malhorta et al., 2005).
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2.6 CONTRIBUTIONS OF SERVICE QUALITY TO CONSUMER’S BEHAVIOUR

Chaniotakis and Lymperpoulos (2009) argue that service quality perception is influenced by
customer behaviour. Behaviour that influences service quality perceptions can be categorized

into two groups; direct or indirect through customer satisfaction (Ekinchi et al., 2008).

Customers’ positive experience of service quality influenced by recommendation from others
(Gronroos, 2007). Recommendations have the potential to increase sales volume.
Recommendations can influence customers to purchase the product that is exhorbitant. Positive
service quality influences customers to go back for the service provided again and again. Bates,
Bates and Johnson (2003) said that the behaviour of customers can make the business to have a
competitive advantage. In addition, behaviour of customers can make companies have a good

standing in the market (Palmer, 2011).

Competitive advantage relies on the goods’ and of services’quality (Gronroos, 2007). To
maintain competitive advantage service providers should provide service quality according to

customers’ evaluation of service quality (Palmer, 2011).

Service quality improves business’ financial performance (Palmer, 2011). While high service
quality results in high-profit-margin applied to both small and big companies. Service quality
has an influence on customers’ buying behaviour and companies’ profitability. Baran et al.
(2008) said that the service quality profit chain should begin within organisations. This means
that to achieve service quality organisations should work to satisfy employees and employee
productivity before customer satisfaction. Palmer (2011) argues that service quality satisfies
customer which influences the behaviour or loyalty of customers that results in an increase in

sales volume and profits.

2.7 MEASURING SERVICE QUALITY

Palmer (2011) explains that business firms should identify areas where service quality needs
improvement. This is one sure way of ensuring customer satisfaction. For this to happen there

is a need for measurement practices to determine quality and ensure that service meets customers’
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needs. Measuring a customers’ evaluation of service quality is the best way to measure it
(Zeithaml, 2002). There are different views and approaches of measuring the quality of service.
This is caused by the complex nature of service quality. There are, therefore, different models

for measuring service quality (Grénroos, 2007).

2.8 “THEORY OF ASSIMILATION”

This theory extends from the Dissonance Theory. The Assimilation Theory explains that
customers compare the expected service and perceived performed service. The discrepancy in

comparison is that it is understood as dissonance (Isac and Rusu, 2014).

To establish the dissonance post-usage perspective is important because it allows a business firm
to understand customers’ views of the actual service. Dissonance is used to evaluate customers’
satisfaction. In dissonance scenario customers lower perceptions by lowering expectations as a
way of avoiding dissonance or aligning the product with their expectations. Lankton and
McKnight (2010) said that customers change their expectations to align themselves with the
actual performance of the product. This results in high levels of satisfaction by reducing the level

of dissonance. Figure 2.1 is the Theory of Assimilation.

Figure 2.1: “Theory of Assimilation”
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Source: Isac and Rusu (2014: 82)

The theory was criticised for suggesting that customers modify their expectations and experience
to get satisfied with the product or service. The theory is not practical in the current environment
with well-informed customers (Lankton and McKnight, 2010). Besides, customers presented
with a variety of products on the market, therefore, they prefer to get the product from another
service provider than adjusting their expectations and experiences. Manufacturers are also
innovative to remain. Therefore, customers need not change their expectations and perceptions
because the market provides goods that can meet customers’ expectations and experiences.
Awara and Amaechi (2014) argue that dissatisfaction will result from service was negative from
the onset.

2.9 THEORY OF CONTRAST

The theory was created by Sherif in 1957 and works like the Theory of Assimilation. The theory
holds that the discrepancy between service performance and expectations leads to an exaggerated
discrepancy. For instance, a customer may only want to pay the price that is marked on the
product. If customers are charged higher at the till point, they get discouraged, and the opposite
makes them satisfied and feel positive (Lankton and McKnight, 2010). This theory is supported
by many service quality scholars (Awara and Amaechi, 2014; Lankton and McKnight, 2010).
The theory is an attempt to predict how customers react in the market. The theory is not an effort
to reduce dissonance. Awara and Amaechi (2014) said that the theory is an explanation that
human beings are happy when surprised with equal measure and dissatisfied if the product of
service offered is not what is promised. This explains why businesses under promise and try to

deliver better service quality to keep customers delighted (Isac and Rusu, 2014).

2.10 THEORY OF NEGATIVITY

The theory was developed by Carlsmith and Aronson in 1963. Any discrepancy in the product
or services performed will result in negative influence because such a service disrupts the
customer’s experience. Awara and Amaechi (2014) said that customers’ dissatisfaction happens

when performance is below or above the expectations.
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2.11 THEORY OF ASSIMILATION CONTRAST

This theory was developed by Anderson in 1973 and drew from two theories; “Theory of
Assimilation” and “Theory of Contrast”. The theory states that customers have different
rejection levels. If the product’s performance falls within the acceptance range customers
disregard the discrepancy that the expectation was never fully met. If the product or service falls
within the rejection range the theory comes into play magnifying negative disconfirmation
(Malhotra et al., 2005). Both the “Theory of Assimilation” and “Contrast Theory” are important

in service quality studies.

2.12 THE “EXPECTATIONS DISCONFIRMATION THEORY”

The Expectation Confirmation Theory was established in 1977. The theory explains that there
are different levels of satisfaction after purchase. The theory is mostly used in consumer research.
The theory explains that after buying twice or more times, customers are able to gauge if their
expectation and perceived performance have been met. The theory emanated from the discipline
of psychology and marketing (Bae, 2012) Figure 2.2 below illustrates the “Expectations

Disconfirmation Theory”.

Figure 2.2: “The Expectations Disconfirmation Theory”
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The theory is made up of three constructs. These are; expectations, perceived performance,

disconfirmation of beliefs, and satisfaction.

2.12.1 Perceived Performance

Perceived performance is understood as a lack of agreement between expected performance and
actual performance (Bae, 2012). Customer’s satisfaction is when expectations by customers are
met by the service provided. Hsu et al. (2016) argue that positive disconfirmation is when
customers’ expectations are met while negative disconfirmation is when customers’ expectations

are not met.

2.12.2 Disconfirmation of Beliefs

This is an inconsistency between the performance that the customer expect performance before
purchase and actual performance (Hsu et al., 2016). Therefore, Customer satisfaction is the gap
that emanates from the expectations of the customer and perceptions of performance.
Disconfirmation is positive when expectations are met. This results in post-purchase satisfaction.
Negative disconfirmation is when the product fails to meet the pre-purchase expectations (Bae,
2012). Negative disconfirmation leads to post-purchase dissatisfaction. Disconfirmation is a

subjective element as it is dependent on an individual’s perceptions.

Customer fulfilment theories focus on the end-user of products. These theories argue that
meeting customers’ expectations results in a positive attitude to the product or service. Hsu et
al. (2016) argue that service providers can only meet customers’ expectations if they know
customers’ expectations. Customers’ expectations are influenced by important matters that need
to be taken note of by service providers. This would help to eliminate unrealistic expectations
and avoid negative disconfirmations. Bae (2012) said that overpromising and underlying result

in negative disconfirmation.

2.13 THE “GAPS MODEL (SERVICE QUALITY)”

“The Gaps Model” is informed by the process of identifying gaps in the market. The model

deals with means and measures for filling service quality gaps. Gaps are understood as customers
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unfulfilled needs and expectations. Service quality is the gap between customers’ expectations
and experiences. The model deals with quality fall in the market and in the product or service
(Doyle, 2005).

Parasuraman et al. (2002) argue that the delivery of service quality is an ongoing process for
service providers. Managers should ensure that superior value is delivered in the service
provided to customers. Superior value should be a tangible or intangible product or service
respectively. Isac and Rusu (2014) said that products of poor quality and fail to meet customers’
expectations cannot survive market competition. Parasuraman et al. (2002) state that the Gap
model is a gap method and tool used by managers of companies that provide service. The aim
of the Gap Model is to identify the gap between expectations and actual services. The Gap Model

has the potential to improve service quality.

Figure 2.3: The “Gap Model of Service Quality”
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The Gap Model of service quality was developed by Parasuraman, Zeithalm and Berry in 1985,

and classifies five diverse gaps as follows:
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e The Customer Gap

This gap deals with the gap between expectations and perceptions. Expectations are affected by
family lifestyles, personality, demographics, cultural backgrounds, and advertisement.
Perceptions are subjective based on customers’ interactions with products. Parasuraman,
Zeithalm and Berry (1985) said that perceptions come from consumers’ satisfaction with the
product and service quality. The customer gap is the key gap in the ideal world. Businesses need
to have a customer-oriented strategy to understand their target markets then allow information
on the market to inform products and service quality. Understanding customers’ needs help to

close the service quality gaps (Parasuraman, Zeithalm and Berry in 1985).

e “The Knowledge Gap”

This is the gap between what customers expect and the organisation’s perceptions of such
customers’ expectations. When this gap exists it means that managers have not correctly
interpreted customers’ expectations. Gaps in this context suggest that a company is pursuing
either need that are incorrect or non-existing. The gap calls for the need to understand customers’
service needs. Market research can help close the knowledge gap (Parasuraman, Zeithalm and
Berry, 1985).

e The Policy Gap

This gap comes into existence when businesses fail to translate policy into practice by providing
incorrect guidance to employees. This is, therefore, failure to translate policy into service quality
delivery. This gap is mainly caused by poor service design and a dearth of standardisation. This
gap can force customers to seek service from other service providers (Parasuraman, Zeithalm and
Berry, 1985).

o Delivery Gap

This gap exposes the weaknesses of employees’ work performance. The gap argues that some

companies claim to offer certain service, but sometimes employees are not well trained to carry
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out their expected work to deliver promised service. The gaps mean that employees are ill-
trained or equipped to carry out services needed by customers. This gap results in several
challenges; employees’ lack of knowledge of the service or product; challenges in responding to
customers’ queries, poor human resource policy, and lack of cohesiveness among employees in

carrying out their work resulting in poor service (Parasuraman, Zeithalm and Berry, 1985).

e The Communication Gap

This gap explains that promises made by companies through different media such as newspaper,
radio, television, online media, and others are sometimes not the services provided to customers.
In other words, the services advertised do not match with the service provided. This has the
potential to disappoint customers to seek the same service somewhere else (Parasuraman,
Zeithalm and Berry, 1985).

Parasuraman, Zeithalm and Berry (1985) said that the Gap Model is one of the important bodies

of knowledge explaining service quality practically and is used in this study.

2.14 THE NORDIC MODEL

This model was developed in 1990 (Gronroos, 2010). The model explains that customers need
to participate in service production and consumption. Service quality in this model us understood
as the technical quality, which is real service provided by service providers and understood as
technical which is the manner in which service is provided or delivered. The model explains that
customers’ expectations are influenced by the company’s traditional actions that include place,
price, promotion, and availability of the service. In addition, expectations are also influenced by
external factors such including ideologies, habits, political environment, and others. Both
technical and functional quality have the influence of customers’ expectations and experience
(Gronroos, 2009).
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Figure 2.4: ““The Nordic Model for Service Quality”
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This model is widely condemned for failing to explain the measurement of different technical
and functional factors. This makes the model not be as popular as the RATER Model. In short,
the model lacks practical measuring tools forced scholars of service quality to develop their own
measurement tools to assess technical and functional factors of service quality (Gronroos, 2009).

2.15 RATER SERVICE MODEL

The RATER Model was developed in 1990 to measure service quality (Saurina and Coenders,

2002), and is illustrated and discussed hereunder.
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Figure 2.5: RATER Model

Source: Parasuraman et al. (2002, p.10)

The developers of the RATER Model propose five dimensions that customers reflect on when
ascertaininge service quality, which is based on customer expectations and experiences, and is

discussed below:

e Reliability

This construct refers to the ability of a business firm to deliver service to customers. Service
delivered to customers should be service promised to customers (Leverin and Liljander, 2006).
Martins et al. (2002) said that service quality is reliable when service delivered is dependable,

accurate, and delivered on promised time.

e Responsiveness

Scholars (Malhorta, 2007; Petousis, 2008) argue that business firms should have employees who
are willing to respond to the needs of customers. In other words, employees should not be forced

to deliver the service needed to customers. Malhorta (2007) said that service quality entails
20



employees being able to provide prompt service. This means that employees should provide

service when it is needed.

e Tangibles

This construct holds that service provided to customers must include having surroundings and
equipment used looking good or appealing to customers. Therefore, physical items, personnel
appearances, appearance of equipment, and appearances of material used in the communication

processes should be appealing to customers (Malhorta, 2007).

e Empathy

Studies indicate that service quality should be service offered with care to customers. In
agreement, Malhorta (2007) said that service quality involves providing service that makes
customers feel a positive emotion of love or being cared of.

e Assurance
This is the ability of a service provider to respond to customers’ concern. Malhorta (2007) said
that the response to customers should be effective to be considered as assuring. In addition,
customers should be provided with appropriate answers to address their concerns (Bae, 2012).

e Experiences and Expectations

Expectations are understood as customers’ wants, needs, and desires in the service delivered to
them (Bae, 2012). Two forms of expectations in service quality are; service delivered and service
to be delivered (Malhorta, 2007). Experiences are understood as service delivered to customers
as deduced by customers through interaction with the product or service. Experience is also
understood as empirical knowledge of service delivered as interpreted by customers (Malhorta,
2007). In other words, the experience is first-hand sensing of the serviced delivered by the service

providers.
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2.16 REGULATIONS GUIDING LOCAL GOVERNMENT

According to Basset (2016) argues that local government is an independent sphere of government
whose responsibilities include providing service delivery and fostering socio-economic
development. The enacting of the Municipal System Act in 2000 was the starting point for the

Integrated Development Plan.

Ruwanza and Shackleton (2016) suggest that The Status Act of 1998 and the Municipal System
of 2000 underscore the need for the local government to consult citizens on issues of budgeting
and local development programmes. The Status Act of 1998 and the Municipal System of 2000
underscore the need for the local government to consult citizens on issues of budgeting and local

development programmes.

The Status Act of 1998 and the Municipal System of 2000 underscore the need for the local
government to consult citizens on issues of budgeting and local development programmes. The
Municipal Status Act of 1998 and the Municipal System of 2000 underscore the need for the
local government to consult citizens on issues of budgeting and local development programmes.
The Municipal Status Act of 1998 and the Municipal System of 2000 also encourage
municipalities to put in place ward committees and foster communication participation. They
also encourage local government to have a government framework promoting participation in

governance, decentralisation and transparency at local government.

2.17 FUNCTIONS OF LOCAL MUNICIPALITIES

Koelble and Siddle (2014) state that local government’s function include rebuilding local
environments and communities. Local government is also expected to promote democracy,
integrated society, non-racial society, and work with different stakeholders including citizens,

non-government organisations, and civil society to build sustainable communities.
Mbazira (2013) argues that that local government should meet people’s social, economic and

material needs. This should be done by implementing the IDP to provide service delivery and

budgeting needed for development.
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Koelble and Siddle (2014) referring to Section 152 of the constitution of the Republic of South
Africa said that local government should be accountable, democratic, and render service delivery,
socio-economic development, health and safe environment. In addition, the government should

promote community participation in local economic development.

Therefore, the constitution of South Africa provides that the municipalities should plan, budget,
manage and put in place structures to prioritise efforts to meet people’s basic needs. In addition,

municipalities are expected to take part in provincial and national programmes.

2.18 RESPONSIBILITIES OF LOCAL GOVERNMENT

Bassett (2016) states that it is the local government’s responsibility to educate the public on
budgeting to be aware of the resources available for local development. According to Mbazira
(2013), local government should educate the public revenue generation such as rates and taxes.

Councillors should also interact with communities to share views on local development.

Khale & Worku (2013) argues that local government should engage in urban and rural planning
and deal with environmental issues, and the challenge of water and waste disposal. Mbazira
(2013) added his voice that local government should listen to local people, promote public service
culture, accountability, and information sharing on local development. In addition, the
government should provide measurable targets and goals for local development, and quality
service delivery that brings value to money. In agreement, Kim (2006) states that local
government should promote health, safety and citizen participation local led development. This
should be complemented by local government participation in public programmes and services

as well as promoting quality service quality.

2.19 LOCAL GOVERNMENT AND SERVICE DELIVERY

Moletsane (2012:45) local government should invest in employee development to promote
service quality delivery. In addition, local government should promote decentralisation, share
power with the public and promote political stability. Monkam (2014) local government should
ensure that government officers are brought close to the public they serve and promote

accountability.
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Waeraas et al. (2015) state that local government should tailor service delivery; water, electricity,
roads, and others according to the needs of the people. Mbazira (2013) claims that the Municipal
Systems Act argues that local government should have core principles, mechanisms and
processes that can help local government move towards socio-economic development. In
addition, the local government should provide affordable service delivery as well as train the

public on service delivery and credit as a way of taking care of poor people.

2.20 SERVICE QUALITY IN LOCAL GOVERNMENT

Musenze et al. (2014) said that there is a need for local government to understand citizens’ needs,
demands and preferences if service delivery is to be effective. It is also the duty of the local
government to take municipalities to high levels of service quality delivery, satisfy public needs,
encourage the public to be active in demanding for quality and ensuring that there is even flow
of information between local government and the public ( Mbazira, 2013).

2.21 CHALLENGES FACING SOUTH AFRICAN MUNICIPALITIES

According to Monkam (2014), South African municipalities are facing a litany of challenges
including dissatisfaction of service provided, service delivery backlog and poor financial
management. Khale & Worku (2013) found that corruption, poor capacity and lack of trust in
government to be among the challenges faced by municipalities. Waeraas et al. (2015) found
that current municipalities are battling with the issue of negative population growth, ageing
population, and migration making it difficult for municipalities to provide service needed. Hefetz
et al. (2014) argue that there is a dearth of microeconomic models, therefore, there is no inclusive
economic development. Besides, Waeraas et al. (2015) said that many municipalities have
dysfunctional councils, poor government to government oversight and support, and poor

performance management.
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2.22 SUMMARY

This study interrogates citizens’ expectations and perceptions of service. This chapter dealt with
the definitions of service, quality, and service quality. The service quality models are discussed
including the model underpinning the study. The critical aspects such as the status of local
government were discussed in order to understand how local government operates to make it
easy to evaluate service quality delivery. The chapter also covered the phenomenon such as
regulations guiding local government, functions of local municipalities, responsibilities of local
government, Local government and service delivery as well as challenges facing South African
municipalities are discussed. The next chapter discusses the research methodology employed in

this study.
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 INTRODUCTION

The chapter deals with the research methodology used to conduct the research paper by
presenting the research design, research methods, study area, the target population and the whole
population. The chapter also presents techniques used to select respondents, and size, as well as
the data collection instruments employed in the study. The chapter presents measures of validity
and reliability followed by data analysis techniques, ethical issues for consideration, and
conclusion to the chapter.

3.2 RESEARCH DESIGN

A research design is essentially a comprehensive research plan on how a study is going to be
implemented. A research design is important because it enables the research process to generate
valid results because of the clear path of the study outlined. Data collected is able to answer
research questions and achieve the research objectives. Therefore, a research design helps in

understanding the research problem being studied (Creswell, 2014).

Yin (2009) argues that an exploratory research design used when very little is known about the
research problem was used in this study. The design is effective studying a phenomenon that is
not well known because of a dearth of research on the phenomenon which is the case in this
study. The exploratory research design was shosen for this research as there is little known on
the factors of service quality at Impendle Local Municipality. The use of an exploratory research
design will yield insight into the most important service quality factors at Impendle Local
Municipality. The exploratory research design was to come up with a comprehensive insight into

service quality at Impendle Local Municipality.

3.3 RESEARCH METHODOLOGY

Researchers mainly use quantitative, qualitative, and mixed methods to conduct research (Yin,

2009). The methodology is a procedure on how data is collected, analysed and interpreted.
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Decisions pertaining to methodology are informed by the nature of the phenomenon under study.
This research paper utilised a quantitative research methodology that quantifies a research
problem. Data collected using quantitative research methodology is numerical in nature. In other
words, data collected in translated into statistics and is able to measure including behaviour,

beliefs, views, and opinions (Morgan, 2007).

Warfield (2010) suggested that quantitative research involves the collection of data so that
information can be quantified and subjected to statistical instrument in order to support or refute
alternative knowledge. A quantitative methodology was utilised to study service quality at
Impendle Local Municipality. The quantitative research methodology was employed to reveal
patterns and generate facts about citizens’ expectations and experiences with services quality
rendered by Impendle Local Municipality. The study intends to provide a direction for Impendle
Local Municipality administration in helping to identify areas for the improvement and

enhancement of service quality as rendered to its citizens.

3.4 STUDY SITE

This study was conducted at Impendle Local Municipality in KwaZulu-Natal. The Municipality
is in UMgungundlovu District of KwaZulu-Natal in South Africa. The total population of
Impendle Municipality is approximately 33 105. The Impendle area is diverse in its topography

with a rich and complex natural environment (Statistics South Africa, 2016).

3.5 POPULATION AND TARGET POPULATION

The target population for this study was the community members of the Impendle Local
Municipality aged 21 and above who are the heads or acting heads of households within Impendle

municipality.
3.6 SAMPLING METHODS
Sampling is a process of selecting a small portion of units or subjects from the large population

to be part of the study (Yin, 2006). There are two types of sampling methods; the probability that
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uses random sampling technique and non-probability that uses the judgment of the researcher to

select respondents.

Stratified sampling is used by the researcher to divide the target population into groups from
which respondents are selected using simple random selection. This approach was used in
generating a sample that was a close reflection of the population of Impendle Local Municipality.

Impendle Local Municipality was chosen for convenience purposes due to the researcher being
based in Pietermaritzburg. Three strata were Batlokoa/lmpendle, Kwa-Nxamalala, and
Polela/other in Impendle Local Municipality. “Random Number Generator” which is a special
computer-based software, was used to randomly select numbers from the three strata that were
allocated randomly and exclusively to each household of each area (Saunders, Lewis and
Thornhill, 2012).

3.8 SAMPLE SIZE

Random sampling method was used to select respondents from the three areas outlined in Table
3.1 of the entire population of households at Impendle Local Municipality. Proportionally, 60%
of households were selected from Batlokoa/Impendle, 30% from Kwa-Nxamalala and 10% from
Polela/others. Taking into account the total number of respondents needed (240), the Random
Number Generator proportionally selected 120 households from Batlokoa/Impendle, 80 from

Kwa-Nxamalala, and 40 from Polela/others. See Table 3.1

Table 3.1: Sample Size
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The researcher contacted all 240 prospective respondents through the phone as they had
characteristics needed to participate in the study. The Consent Letter and questionnaires were
distributed to prospective respondents. Participants were asked to sign the consent letter and
complete the questionnaire. Completed questionnaires were assessed for completeness and
quality. To accomplish credibility, the sample size should be representative of the whole
population, therefore, the respondents who failed to complete and return the questionnaires
within two weeks were replaced with other respondents employing the ‘Random Number
Generator’. The researcher’s aim was to achieve a 95% confidence level, or, a 5% margin of

error. Two hundred and forty respondents were selected.

3.9 DATA COLLECTION INSTRUMENT

Data was collected using questionnaires which was adopted from (Mbonambi, 2016).

3.9.1 Questionnaire

A questionnaire made up a series of questions on the research problem and contains prompt
questions was used for conducting data collection. The questionnaire was used for a number of
reasons; easy to use, easy to analyse, and easy to collect data from a vast population. Besides,

the questionnaire is affordable and less demanding to administer to respondents.

3.9.2 Development of the Questionnaire

The RATER Model was used to design a questionnaire. The questionnaire measured the gap
between expectations and experiences of service quality. Experiences that were below
expectations were taken as negative scores and experiences above expectations were taken as
positive scores. The questionnaire evaluated service quality at Impendle Local Municipality
using citizens. The questionnaire was also translated into isiZulu. The questionnaire had four

sections:

e Section A: Biographical data

The questionnaire collected data on gender, age, race, education, income, employment status) as

well as other issues.
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e Section B: Expectations

Data was collected on the expectations of service quality of customers at Impendle Local
Municipality focusing on the reliability, assurance, tangibility, empathy, and responsiveness of

service quality provided to citizens. A five-point Likert scale was used.

e Section C: Experiences

Data was collected on the experiences of service quality by citizens at Impendle Local
Municipality. The questionnaire was informed by the five RATER Model constructs of service
quality delivered. A five-point Likert scale was used. The items in the questionnaire identified

factors contributing to service quality at Impendle Local Municipality.

3.10 RELIABILITY AND VALIDITY OF THE STUDY

Data control measures used were validity and reliability.

3.10.1 Validity

Validity was used to measure constructs under study. In particular, content validity was used to
ensure that the questionnaire used was able to cover all factors under study. Therefore, content
validity was used to cover expectations and experience of service quality focusing on reliability,
assurance, tangibility, empathy and responsiveness as proposed by the RATER Model

underpinning the study.

3.10.2 Reliability

This measure was used to ensure that there is consistency of measure of expectations and

experiences of service quality. Six citizens participated in the pilot study and helped refine the
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research process and questionnaire. Test-retest and observe reliability were used to realise

reliability required in the study.

3.11 DATA ANALYSIS

Data analysis involves inspecting, cleaning, transforming, and the modelling of data. The aim of
data analysis is to discover valuable information (Morgan, 2006) through conclusions that are

proposed and reported (Creswell and Clark, 2009).

3.11.1 Quantitative data

The Statistical Package for Social Sciences (Version Windows 23.1) was used to analyse data.
The research objectives underpinning the study determined the measures used. Tests were done
on several dependent and independent variables.

3.12 ETHICAL CONSIDERATIONS

The ethics policy of UKZN was followed. The nature of the study was communicated to
respondents, and their voluntary participation was highlighted. The researcher ensured that
anonymity, confidentiality and privacy, and respondents’ rights to withdraw at any time from the
study were upheld. The questionnaire was only distributed after the UKZN’s ethics committee

together with a gatekeeper's letter were received from Impendle Local Municipality.

3.13 SUMMARY

The chapter assessed methods used to study service quality delivery at Impendle Local
Municipality, South Africa. Presented in this chapter include the research design and
methodology. The chapter also presents the study site and the target population. The study also
presented the sampling methods, sample and sample size. The questionnaire used, data analysis
issues and ethical considerations are also dealt with in this chapter. The following chapter deals

with data presentation and analysis.
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CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

4.1 INTRODUCTION

This chapter deals with the research findings of this study. Section one is a summary of the
research process. Section two is a recap of the research objectives. Section three deals with five
key findings on reliability, responsiveness, tangibility, assurance, and empathy. Section four

summarises the chapter.

4.2 RESEARCH OBJECTIVES

e To understand the quality of service delivery expected by the citizens at Impendle Local

Municipality.

e To establish the quality of service delivery experienced by the citizens at Impendle Local
Municipality.

e To ascertain the gap in service quality delivery at Impendle Local Municipality.

4.3 A RECAP OF THE RESEARCH PROCESS

The ethical clearance was obtained from the University of KwaZulu-Natal (UKZN) Ethics
Committee. Impendle Local Municipality provided the gatekeeper’s letter. The study upheld
research ethics including human rights, privacy, confidentiality, and anonymity. A questionnaire
was used to collect data with 21 items of the RATER Model. The questionnaire dealt with the
biographical data, reliability, responsiveness, assurance, empathy and tangibility. Two hundred
and forty (240) questionnaires were successfully completed and collected. The study realised a

hundred per cent response rate.
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4.4 RELIABILITY

The Cronbach’s alpha score for all the items studied in the questionnaire are in the table below.
The SPSS (Version 24.1) was used to analyse data collected using a RATER Model

questionnaire. The study realised 0.70 or higher reliability coefficient. Findings are presented

using descriptive statistics by employing figures, tables, graphs, cross-tabulations, and others as

it fits. Inferential analysis techniques are used mainly for chi-square and correlation.

Table 4.1: The Cronbach’s Alpha Scores for each Construct

Reliability Statistics

Reliability
Cronbach's
Alpha N of Items
.906 6

Reliability Statistics

Reliability Statistics

Assurance
Cronbach's
Alpha N of Items
.885 10

Tangibles
Cronbach's
Alpha N of Items
.984 4

Reliability Statistics

Reliability Statistics
Responsiveness

Cronbach's
Alpha N of Items

Empathy
Cronbach's
Alpha N of Items
134 8

871 5

As presented in the table below, the reliability scores for all sections are above the recommended

Cronbach’s alpha. The Cronbach’s alpha indicates that there is consistency in the scores of the

sections and therefore acceptable in this study.



4.5. SOCIO-DEMOGRAPHIC DATA

This section presents summaries of the socio-demographic data of respondents in this study.

4.5.1 Gender of the Respondents

Table 4.2 shows that out of 240 respondents, 128 (54.4%) were females and 112 (45.6%) were

males.

Table 4.2: Responses on Gender

Gender Status Count %
Male 112 45.6%
Female 128 54.4%
240 100%

The findings indicate that data was collected from a sample that had an adequate representation

of males and females.

4.5.2 Age of the Respondents

The findings indicate that 51.4% of the respondents were older than 31 years and those less than

30 years old accounted for 48.6%.

Table 4.3: Responses on Age

Age Count %
21-30 114 48.6%
31-40 76 32.8%
41-50 50 18.6%

240 100%

34



The findings show that the sample for the study compromised older people than young people
because the total percentage of respondents aged between 31 and above was more than half.
Therefore, data was collected from people who may have their own homes and with a better
experience of service quality delivered by Impendle Local Municipality. The study also indicates
that young people visit Impendle Local Municipality offices more than any given group in the
sample. This may be attributed to the finding that the majority of people at Impendle Local
Municipality are young people heading their own households (Statistics South Africa, 2016).

4.5.3 Marital Status

The findings show that the majority of the respondents reported being married 138 (58.6%) while
102 (41.4%) reported being single. This finding does not come as a surprise because people who
are married may have families and therefore more concerned about service quality delivery, as a

lack of it would disrupt their family life more than those that are single.

Table 4.4: Marital Status

Marital Status Number of Respondents % of Respondents
Single 102 41.4
Married 138 58.6
240 100%

The finding that the majority of the respondents (58.6%) reported being married is in agreement
with Statistics South Africa (2016) that found that rapid urbanisation and increase in families

means more people are in need of service quality delivery in big cities such as Pietermaritzburg.

4.5.4 Frequency of visiting Impendle Local Municipality offices

The results indicate that 45.8% of the respondents visit Impendle Local Municipality offices two
to three times a week, 40.3% visit once a week, 11.7% visit less than once a week, and 2.2% visit

five times a week.
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Table 4.5: Frequency of visiting Impendle Local Municipality offices

Times Count
Barely once a week 28
Once a week 94
2-3 times a week 110
4-5 times a week 8
240

The findings reported above did not come as a surprise because Impendle Local Municipality is
one of the local municipalities in UMgungundlovu District of KwaZulu-Natal experiencing an
enormous rapid urbanisation that is putting pressure on service delivery. The finding is supported
by Malabie (2009) who argues that 10 years ago, local municipalities in South Africa had less
than half of the current service quality delivery complaints reported. The situation of rapid
urbanisation is caused by a number of factors including internal and external migration into South
African towns and cities (Roberts-Lombard and Du Plessis, 2012). Therefore, it is logical to

argue that the high frequency of visiting the Municipality shows that people have many service

delivery issues, and these issues cannot be resolved remotely.

%
11.7%
40.3%
45.8%

2.2%
100%

4.6 EXPECTATIONS OF SERVICE QUALITY AT THE IMPENDLE LOCAL

MUNICIPALITY

The study set out to understand Impendle Local Municipality customers’ expectations of

service quality delivery.
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4.6.1 Reliability of Service Quality

Table 4.6: Reliability

Items SO D N (%) A (%) SA  Total
(%) (%) (%) (%)
Responds as promised 0 0 0 7.1 929 100
Service specification followed 0 0 0 10.5 89.5 100
Accurate statements 0 0 0.4 16.3 83.3 100
Municipality reports to be accurate 0 0 0.4 13.8 85.8 100
Service to be carried out correctly the 0 0 0 13 87 100
first time
Consistently good service 0 0 0 10.9 89.1 100

Six (6) questions were used to study assurance of service quality at the Impendle Local
Municipality. The study found that 92.9% of the respondents strongly agreed while 7.1% agreed
achieving 100% response rate to the statement that responses should happen when promised
(p<0.001) and that specific service requested should be provided (10.5%) and (89.5%) (p<0.001)
respectively. Table 4.6 above shows that the same pattern of responses to the other statements
reliability of service quality expected by citizens. The finding is supported by Tolpa (2012) who
argues that customers expect service quality delivery that is accurate and dependable. The finding
indicates that respondents are largely concerned about the outcome of the service quality delivery
and hence have higher service quality delivery expectations. Furthermore, this finding
corroborates with that of Zeithaml, Bitner and Gremler (2009) who reported reliability as critical
element of service quality delivery because the dimension is concerned about meeting customers’
expectations than empathy, assurance, respondents and tangibility that are concerned with the

process of providing service quality important in surpassing customers’ expectations.
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4.6.2 Assurance in Service Quality

Table 4.7: Assurance

Items SD (%) D N A SA Tota
(%) (%) (%) (%) |

(%)

“Staff to provide service without 0 0 0 121 87. 100
fumbling” 9

“Staff to be courteous” 0 0 0.8 193 79. 100
9

“The materials provided to be 0 0 0 126 87. 100
appropriate” 4

The materials provided to beuptodate 0 0 0 121 87. 100
9

“Staff to have the knowledge to use 0 0 0 21.3 78. 100
technology quickly” 7

“Staff to have the knowledge to use 0 0 0 176 82. 100
technology skilfully” 4

“Staff to have a good reputation” 0 0 0 188 81. 100
2

“The responses given by staff to be 0 0 0 13.8 86. 100
accurate” 2

“The responses given by staff to be 0 0 0 11.3 88. 100
consistent” 7

“The materials used to be easily 0 0 0 11.7 88. 100
understood” 3

Ten (10) questions helped to study the assurance of service quality at the Impendle Local
Municipality. The study found that 12.1% and 87.9% agreed and strongly therefore achieving
100% response rate to the statement that service should be delivered without fumbling (p<0.001),
the study found that 10.5% agreed and 89.5% strongly agreed to the statement that materials used
by the municipality should be appropriate (p<0.001). Table 4.7 above shows that the same
pattern of data was found for the other statements on the expectations of the assurance of service

quality. The finding resonates well with Jones and Taylor (2012)’s study that found that
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customers expected service to be delivered by experts. Overall, the findings indicate that
assurance of service quality is one of the key factors that influence citizens’ service quality
satisfaction at Impendle Local Municipality.

4.6.3 Tangibility of Service Quality

Table 4.8: Tangibility

Items SD A SA Total
Physical items to be appropriate 54 94.6 100
Modern technology is used

Neat facilities 8.4 91.6 100

o o o o g

N
0
0 84 91.6 100
0
0

o O O o

Presentable staff 4 46 95

The study used four (4) statements to assess the tangibility of service quality at the Impendle
Local Municipality. The findings show that 5.4% of the respondents agree and 94.6% strongly
agreed, therefore, achieving 100% response rate to view that physical facilities need to be
customer appropriate (p<0.001). The study also found that 8.4% agreed and 91.6% strongly
agreed with the view that technology used at the municipality should look modern (p<0.001).
Table 4.8 above shows that the same pattern of data was found for the other statements on the
expectations of the tangibility of service quality. The finding indicates that respondents are
largely concerned about the appearance of the equipment used in service quality delivery.
Though scholars (Egan, 2010; Palmer, 2011; Leonard and Sasser, 2012) argue that tangibility is
the least important dimension of service quality delivery, customers the Municipality want

attractive equipment.
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4.6.4 Empathy of Service Quality

Table 4.9: Empathy

ltem
Staff to know citizens’ specific objectives
Consistent service levels

Costs afford

Polite service providers

Respect for customers

Considerate staff

Staff to outline options of services

No jargons used

Eight (8) statements helped to ascertain the empathy of service quality at the Impendle Local
Municipality. The data (see table 4.9) above shows that 4.5% agreed and 95.6% strongly agreed
to the statement that staff at the municipality should be capable of determining the particular
objectives of the citizens in the municipality (p < 0.001). This pattern of responses is reflected in
other statements studied. The findings can be interpreted to mean that Impendle Local
Municipality customers expect caring and personalised attention service quality delivery. Tolpa
(2011) in agreement argues that organisations could meet customers’ needs for service quality if

they provide customers with individual attention and make an effort to understand customer’

specific needs.
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0.8

1.3

2.5

4.6
9.2
12.

15.

16.

17.

10
12.

SA

954
90.8
87.4

83.3

82.4

79.9

90
87.9

Total
100
100
100

100

100

100

100
100



4.6.5 Responsiveness of Service Quality

Table 4.10: Responsiveness

ltem SD N A SA Total

Quickly way of solving issues 04 38 958 100

Staff answering questions

Knowledgeable staff 0 10 90 100

4 04 121 87 100

D
0
0 04 109 88.7 100
0
Service access points easy to find 0
0

o O o o o

completing in time 0 71 929 100

Five (5) questions were used to study the responsiveness of service quality at the Impendle Local
Municipality as shown in Table 4.10 The findings show that 7.1% agreed and 92.9% strongly
agreed achieving 100% with the statement that specific times for winding up work should be
stated. In addition, the study found that 10% agreed and 90% strongly agreed to the statement
that staff at the municipality should be knowledgeable (p<0.001), and a similar pattern of findings
are presented in the table above. The finding implies that customers at the Impendle Local
Municipality want service providers whose response is quick, prompt and instant. Carman (2010)
added his voice by stating that responsiveness in service quality delivery accounts for one-fifth

of customers’ service quality delivery assessment (see also Beytell, 2010).

4.7 EXPERIENCES OF SERVICE QUALITY AT THE IMPENDLE LOCAL
MUNICIPALITY

The research objective was to ascertain customers’ experience of service quality delivered by

Impendle Local Municipality.
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4.7.1 Reliability of Service Quality

Table 4.11: Reliability

Iltem

Responses happen as promised
Specifications are followed

Municipality statements are accurate
Municipality reports are accurate

Service carried out correctly at the first time
There are consistently good level of service

SD

41.4
40.2

32.6
31.8
34.3
32.2

D

S1.7
59

61.5
62.3
64.5
66.2

o

4.6
5

0.4
0.8

A

0.9
0.4

1.3
0.9
0.4
0.8

SA

0.4

Total

100
100

100
100
100
100

Six statements were used to investigate citizens’ experience of the reliability of service quality.

The number of respondents who disagree or strongly disagree with the statements employed to

assess reliability was high. For example, the data shows that the majority of the respondents

disagreed to the statement that responses happen at the time promised (99.1%); p < 0.001; exact

requests are taken into account (99.2%); p < 0.001). The same pattern of findings is reported on

the remaining statements on the citizens’ experiences of the reliability of service quality. This is

to say that the Municipality is failing to provide service quality delivery promised to customers.

This finding is reinforced by Isac and Rusu (2014) who stated that customers want service

providers they can count on to provide what they promise their customers. Kumar and Reinartz

(2012:2) argue that it is three times more desirable to customers to have reliable service quality

than to have employees looking neat or have shiny and new equipment.

4.7.2 Assurance Service Quality

Table 4.12: Assurance

Items
Service without fumbling
Courteous
Appropriate material
Use technology fast
Use technology skilfully
Municipality have a good reputation
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SD

32.2
21.3
19.2
17.2
15.9
16.3

D

65.3
61.5
60.7
61.9
63.6
67.8

N
1.7
10.9
1.7
12.6
10
6.7

A SA
04 04
63 0
18 0.4
83 0
105 O
92 O

Total
100
100
100
100
100
100



Accurate responses 205 749 29 13 04 100
Consistent responses 2/6 703 13 08 O 100
Easily understand materials used 18 744 38 38 0 100

Nine questions were used to investigate citizens’ experience of the assurance of service quality
delivered. The data show a common pattern where the majority of the respondents disagree or
strongly disagree with the statements employed to explore the experience of the assurance of the
service quality provided. The study found that 97.9%; p < 0.001 disagreed that the service is
consistent, 92.4%; p < 0.001 that materials used at the municipality are easy to understand,
95.4%); p < 0.001 that responses from staff are accurate. The remaining six statements (see Table
4.12) shows a similar trend. In other words, the findings show that customers’ experiences of the
assurance of the service quality delivered do not convey trust, instil confidence, and make
customers feel that employees are courteous and knowledgeable. This finding is supported by
Beytell (2010)’s views that when service providers fail to exhibit knowledge and courtesy they

undermine their own ability to inspire confidence and trust in customers.

4.7.3 Tangibility of Service Quality

Table 4.13: Tangibility

Items SO D N A SA Total
Suitable facilities 25 502 42 372 59 100
Modern technology 25 51 54 305 105 100
Neat facilities 38 498 71 322 7.1 100
Neat/presentable staff 25 515 54 335 71 100

The study used four questions to assess the experience of the tangibility of service quality. There
was no significant difference on statements on the tangibility of the service at Impendle Local
Municipality. The study found that 52.7% disagreed while 43.1% agreed to the same statement
on the experiences of the assurance of service quality. The study shows that 52.6% disagreed and
41% disagreed to the statement that technology at the municipality appears modern respectively.
A similar pattern on findings is reported in Table 4.13 on statements on the experiences of the
tangibility of service quality. Therefore, the staff at Impendle Local Municipality seem to be
making an effort to look attractive but failing in other aspects of service quality delivery that as

well influence citizens’ experience of the tangibility of the service quality delivery. In support of
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the findings, Hsu (2016) argues that for customers to have high tangible service quality delivery
there is a need for service providers to focus on communication materials, physical facilities,
equipment and personnel. The view above is also reinforced by Beytell (2010) who said that the
form of physical facilities, employees, communication assets, and tools are among the issues that

customers expect from the service providers that lead to assessing service as of expected quality.

4.7.4 Empathy Service Quality

Table 4.14: Empathy

Items SD D N A SA Tot
al

Staff determine specific objectives 343 632 08 17 O 100
There is consistent service 335 653 04 08 O 100
Cost is affordable 259 724 13 04 O 100
“Staff are polite” 88 628 126 158 O 100
“Staff show respect” 84 665 159 88 04 100
“Staff are considerate” 96 682 134 84 04 100
Staff are clear in their explanations 218 728 33 17 04 100
No jargon used 151 77 5 29 0 100

Eight questions were used to assess the experience of empathy. The data presented shows that
the majority of the respondents disagree or strongly disagree with all statements used to assess
empathy. The study for example, found that 94.6%; p < 0.001 of the respondents disagreed to the
statement that staff are able to clearly explain the various options of service available. 92.1%; p
< 0.001 disagreed that staff avoid using technical jargon when speaking, and 98.3%; p < 0.001
disagreed that cost is affordable. Table 4.14 above shows a similar pattern for the other five
statements on the experiences of the assurance of service quality. The findings imply that
empathy in the service quality delivered is not impressive to customers especially in the area of
providing personalised service and being caring to customers. The finding ties well with Kaura
and Datta (2012)’s finding that it is possible for customers to feel that their service provider does

not care about them that may negatively affect how customers evaluate service delivered to them.
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4.7.5 Responsiveness of Service Quality

Table 4.15: Responsiveness

Items SD D N A SA Total
Staff respond quickly 335 636 17 08 04 100
Willingness to answer questions 289 661 29 17 04 100
Staff are knowledgeable 36.8 616 08 04 04 100
Conveniently access points 29.7 686 04 08 04 100
tasks completed on time 326 658 08 04 04 100

Five questions assessed the experience of the responsiveness of service quality. Majority of the
respondents disagree or strongly disagree with all the statements used to study the responsiveness
of service quality. The data shows that the majority of the respondents disagreed to the statement
that service access points are conveniently located 98.3%; p < 0.001, specific times for
completing tasks are given 98.4%; p < 0.001. Table 4.15 above shows that the same pattern of
data was found for the other three statements on the experiences of the empathy of service quality.
Deducing from the findings presented above, Impendle Local Municipality is making an effort
to provide service quality that is responsive. However, there is a need for the municipality to do
more in the area of indicating exactly when customers would get the service they need, ensure
that customers get prompt service, and employees should be willing to provide service. A study
by Beytell (2010) in agreement argued that customers’ happiness is critical otherwise an
organisation risks losing clients. Therefore, it is important for organisations to be responsive by
providing prompt service quality such as addressing customers’ inquiries to increase their
satisfaction. When customers are provided with responsive service, problems and service issues
will decrease (Chan et al., 2014).

4.8 GAP ANALYSIS OF EXPERIENCES AND EXPECTATIONS OF CUSTOMERS AT
IMPENDLE LOCAL MUNICIPALITY

The study set out to understand the gaps of service quality delivered at Impendle Local
Municipality. The largest gap was -3.2 in the reliability of service quality while the least gap was
-2.02 in the tangibility of service quality as shown in the table below.
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Table 4.16: Gap analysis of service quality

Variables Experiences Expectations Gap SD SE t —value
Mean Score  Mean Score

Reliability 1.68 4.88 -3.2 355 0.23 13.9373*

Assurance 1.97 4.85 -2.88 6.48 042 6.848*

Tangibles 2.92 4.94 -2.02 1.31 0.08 23.8404*

Empathy 1.98 4.86 288 49 032 9.1196*

Responsiveness 1.73 4.90 -3.17 276  0.18 17.8151*
*p<0.05

4.8.1 Reliability of Service Quality

The scores on expectations of the reliability service quality (M = 4.88, SD = 3.55) were
significantly higher than the scores of experience of reliability (M = 1.68, SD = 0.23),
t=13.9373*, p < 0.001. Furthermore, the findings show that the reliability of the service quality
was the largest service quality delivery gap score. In short, the Municipality is struggling to
deliver service quality promised to customers. In Egan (2010)’s view, it means that the
Municipality is not able to carry out services to citizens dependably. The finding is highlighted
by Ekinchi (2008) who found that customers want to deal with service providers able to carry
out promises of service accurately and dependably. Gronroos (2009) added his voice by saying
that customers want to engage in a transaction with service providers whose service upholds the

promised service attributes and outcomes.

4.8.2 Responsiveness of Service Quality

The findings show that the scores on expectations of reliability (M = 4.90, SD = 2.76) were
significantly higher than the scores of experience of reliability (M = 1.73, SD = 0.18), t=17.811*,
p < 0.001. Responsiveness of service quality was the second largest service delivery gap score.
The findings imply that employees at Impendle Local Municipality seem not to be willing to

provide service promised and are not prompt in their service quality delivery. Malhotra (2007)
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said that it is difficult to provide responsive service quality to customers when service delivery
employees are failing to be attentive and prompt when responding to customers’ questions,
requests or complaints. Mokhlis (2012) suggests that to have a responsive service delivery,

service providers should customise their services and be flexible to meet customers’ needs.

4.8.3 Assurance of Service Quality

The findings show that the scores on expectations of reliability (M = 4.85, SD = 6.48) were
significantly higher than the scores of experience of reliability (M = 1.97, SD = 0.42), t=6.848%,
p < 0.001 and the third largest score gap of service quality. The findings, therefore, can be
understood to mean that the Municipality’s service delivery is lacking in terms of courtesy and
instilling confidence and trust in customers. A study by Peelen (2005) argues that the assurance
of service quality is important especially in municipalities where people tend to be violent in
protesting poor service delivery, in addition to being difficult to assess.

4.8.4 Empathy of Service Quality

The findings show that the scores on expectations of reliability (M = 4.86, SD = 4.9) were
significantly higher than the scores of experience of reliability (M = 1.98, SD = 0.32), t=9.1196*,
p < 0.001 and the fourth largest score gap of service quality. The findings imply that the
Municipality is failing to deliver caring and personalised service quality desired by customers. A
study by Sattari (2007) reinforces this finding by stating that it is important for service providers
to deliver individualised services as this helps to satisfy customers’ desires and needs. Read
(2009) also said that empathy should be part of service quality delivery as it plays an important

role in enhancing customers’ loyalty, confidence and trust.

4.8.5 Tangibility of Service Quality

The findings show that the scores on expectations of reliability (M = 4.94, SD = 1.31) were
significantly higher than the scores of experience of reliability (M = 2.92, SD = 0.08),
t=23.8404*, p < 0.001 and the fifth largest or smallest score gap of service quality. The finding
shows that customers find the equipment at the Municipality to be old therefore there is a need
to have modern looking equipment. However, scholars (Egan, 2010; Palmer, 2011; Leonard and

Sasser, 2012) argue that tangibility is the least important dimension of service quality delivery.
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In spite of this, it is important to ensure that municipalities have attractive equipment because
good appearances have an influence on customers’ experience and the opposite is also true as

depicted in the gap above.

In summary, the findings show that there is as a statistically significant difference between the
mean scores of expectations and experiences of municipal services. The study ascertains that
service provided by the Impendle Local Municipality does not met the desires of the customers

as shown in the table below.

Table 4.17: Gap summary analysis of service quality

Variables Experiences Mean Scores Expectations Mean Scores  Gap

Reliability 1.68 4.88 -3.2
Assurance 1.97 4.85 -2.88
Tangibles 2.92 4,94 -2.02
Empathy 1.98 4.86 -2.88
Responsiveness 1.73 4.90 -3.17

In short, the actual service quality provided by the Impendle Local Municipality is falling short
of what customers expect. The Impendle Local Municipality needs to take note that customers
employ their expectations or desired services as reference points against which they judge the
Impendle Local Municipality service quality. In addition, the findings indicate that customers
and the Impendle Local Municipality have different expectations for service performance, this

explains why service quality provided fails to meet customers’ expectations.

The Impendle Local Municipality, therefore, has a challenge of putting in place measures to
continuously and accurately measure and understand customers’ expectations to have a
competitive advantage. The Impendle Local Municipality’s inability to understand the service
quality expected by customers may trigger protests, and the municipality may lose credibility.
Zeithaml, Bitner and Gremler (2009) argue that when service providers’ fail to meet customers
desires it means that the organisation is failing in its mandate and may force customers to seek

the same service somewhere else.
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The findings show that the reliability of service quality exhibits the largest gap score and the

tangibility of service quality the smallest gap score as demonstrated in the figure below.

Figure 4.1: Largest and smallest score gap

Gap between Expectations and Experiences of
Municipal Service

M Scores

I

-3.17

The findings imply that the poorest service is in terms of the Municipality’s lack of ability to
perform the promised service dependably while doing well in terms of the appearance of
equipment, appearance of employees and physical facilities.

4.9 CHAPTER SUMMARY

The chapter presented and discussed the findings. Section one outlined the research process,
section two presented the research objectives, section three key five findings on the expectation
of the service quality on reliability, responsiveness, assurance, empathy, reliability and
tangibility. Section four presents the key five findings on the experiences of the service quality.
Section five deals with findings on the gap score of service quality. The smallest and largest
service quality gap score is highlighted. The next chapter concludes the study based on its results

in relation to the research objectives and makes recommendations.
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CHAPTER FIVE

CONCLUSIONS AND RECOMMENDATIONS

5.1 INTRODUCTION

The chapter presents the conclusions and recommendations generated from the findings. The
conclusions and recommendations are emanating from the key findings on the empathy,
tangibility, responsiveness, empathy, assurance, and reliability of service quality delivered by

Impendle Local Municipality. A chapter summary winds up the chapter.

5.2 CONCLUSIONS AND RECOMMENDATIONS BASED ON THE RESEARCH
OBJECTIVES

The section presents conclusions and recommendations based on the key findings.

5.2.1 Customers’ Expectations of Service Quality

5.2.1.1 Reliability

The study found that customers at the Impendle Local Municipality had very high expectations
of the reliability of service quality. The findings indicate that 7.1% agreed and 92.9% strongly
agreed with the statement that responses should happen when promised (p<0.001) therefore
achieving 100% response rates, and the same pattern of findings was observed for other
statements. It is therefore sensible to conclude that customers at the Impendle Local Municipality
expect high service quality delivery. Zeithaml, Bitner and Gremler (2009) argue that reliability
is the most valued dimension of service quality delivery because the dimension is concerned

about meeting customers’ expectations.

5.2.1.2 Assurance

The assurance of service quality at the Impendle Local Municipality achieved 100% rate response
for both respondents who agreed (12.1%) and strongly agreed (87.9%) with the statement that
staff should provide service without fumbling (p<0.001), and the same pattern of findings was

found for the other statements on the expectations of the assurance of service quality. The finding,
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therefore, suggests that customers at the Impendle Local Municipality expect high service quality
to be delivered by experts. Carman (2010), in support of the findings, explained that service
quality is incomplete if service providers do not exhibit knowledge and courtesy towards

customers and fail to convey confidence and trust.

5.2.1.3 Tangibility

The study found very high expectations of the tangibility of service quality at the Impendle Local
Municipality. For example, 5.4% of the respondents agreed, and 94.6% strongly agreed with the
statement that physical facilities should be suitable (p<0.001) achieving 100% response rate,
8.4% agreed, and 91.6% strongly agreed with the statement that technology should look modern
(p<0.001), and a similar trend of findings was found for the other statements. It is therefore
rational to conclude that customers at the Impendle Local Municipality expect to be provided

service using appealing physical facilities, equipment, personnel and communication materials.

5.2.1.4 Empathy

The findings show that customers at the Impendle Local Municipality have very high
expectations of the empathy of service quality. For example, 4.5% agreed and 95.6% strongly
agreed to the statement that staff should be able to determine customers’ specific objectives (p <
0.001) and the same trend was observed for the other findings on empathy. The conclusion can,
therefore, be drawn that customers at the Impendle Local Municipality have very high
expectations of the empathy of service quality. Tolpa (2011) in agreement argues that customers
want service providers who are caring, and able to provide personalised attention to them.

5.2.1.5 Responsiveness

The study found that 100% response rate for both respondents who agreed (7.1%) and strongly
agreed (92.9%) with the statement that specific times for completing tasks should be given, 10%
agreed and 90% strongly agreed with the statement that staff should be able
knowledgeable(p<0.001). The similar trend was observed with regards to other dimensions of
the expected responsiveness of service quality. The findings imply that the Impendle Local
Municipality customers have high hopes of how quick, prompt and instant the service quality at
the Municipality should be. In agreement to the findings above, Carman (2010) said that
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customers desire to transact with service providers that are willing to assist them and delivery to

them prompt service (see also Beytell, 2010).

5.2.2 Experiences of Service Quality at the Impendle Local Municipality

The research objective was to ascertain customers’ experience of service quality delivered by

Impendle Local Municipality.

5.2.2.1 Reliability

Findings indicate that the majority of the respondents disagree or strongly disagree with all
statements used to assess reliability. This can be seen in the findings that the majority of the
respondents disagreed to the statement that responses happen at the time promised (99.1%); p <
0.001; disagreed to the statement that specifications of service quality are followed (99.2%); p <
0.001), and the rest of the statements. The conclusion to these findings is that the Municipality
is failing to provide service quality delivery promised to their customers. This finding is
supported by Isac and Rusu (2014), who stated that customers’ service quality desires are not

met when a firm fails to perform the promised service dependably and accurately.

5.2.2.2 Assurance

The study found customers’ experience of the assurance of service quality provided to be low.
For example, the majority of the respondents disagree or strongly disagree with all statements
used to assess assurance such as responses given by staff are consistent 97.9%; p < 0.001,
materials used are easy to understand 92.4%; p < 0.001, and the same trend was observed for
other items. The findings imply that the Municipality is failing to meet customers’ desired service
quality on assurance. In other words, the Municipality is failing to convey trust, instil confidence,
and make customers feel that staff are knowledgeable and courteous. In agreement, Beytell
(2010) explained that when firms fail to exhibit knowledge and courtesy and fail to convey trust

and confidence in their services, it means that they are failing in their service quality.

5.2.2.3 Tangibility

The findings show that the tangibility of service quality at Impendle Local Municipality is
swinging from being positive and negative. For example, findings show that 52.7% disagreed to

the statement that facilities are suitable, 43.1% agreed to the same statement, and 3.2% were
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neutral. The same pattern of findings was observed for the other statements on the experiences
of the tangibility of service quality. The conclusion that can be drawn from the findings is that
that the Impendle Local Municipality is trying to have appealing communication materials,

personnel, equipment, and physical facilities.

5.2.2.4 Empathy

The findings show low experiences of the empathy of service quality because the majority of the
respondents disagree or strongly disagree with all statements used to assess empathy. The
majority of the respondents disagreed to the statement that staff are able to clearly explain to the
various options of service available 94.6%; p < 0.001, and the same pattern of findings was found
for the other statements. The logical conclusion to this finding is that empathy in the service
quality delivered is very low. Kaura and Datta (2012) argue that when the service provided does
not make customers feel cared for it negatively affect how customers assess service delivered to

them.

5.2.2.5 Responsiveness

The study found very low experience of the responsiveness of service quality. Findings show
that the majority of the respondents disagree or strongly disagree with the statement that service
access points are conveniently located 98.3%; p < 0.001, specific times for completing tasks are
given 98.4%; p < 0.001, and other statements. This means that staff at the Impendle Local
Municipality are not able to provide prompt service and help customers as desired by customers.
In agreement, Chan et al. (2014) argued that when customers get low responsive service quality,

it means that they are not getting the service quality they desire.

5.2.3 Gap Analysis of Experiences and Expectations of Customers at Impendle Local
Municipality

5.2.3.1 Tangibility

The findings indicate that the best service quality delivery dimension to customers at Impendle
Local Municipality was with regard to tangibility. The mean gap score was the smallest at -2.02
among the service quality dimensions. It is, therefore, logical to conclude that the Impendle Local

Municipality has good appearing physical facilities. In support of the findings, Gronroos (2009)
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argued that when customers’ expectations of the tangibility of service quality delivery are met,
it is an indication that the service providers’ physical representation of the service meets the
aspirations of the customers. This is because customers use tangibles to evaluate quality service
delivery and the opposite is true. There is a need for the management at Impendle Local
Municipality to channel their resources to improving their equipment and put in place measures

to ensure that facilities are well maintained and become visually appealing to customers.

5.2.3.2 Empathy

The study found a mean gap score of -2.88 in relation to the empathy of the service quality
delivery. The findings indicate that the empathy gap score was the second smallest gap score
among the service quality dimensions. The implication of the finding is that the municipality is
not able to deliver individualised attention and care that customers expect. There is a need for the
Municipality to have the best interest of their customers at heart and the ability of employees to
understand customers’ particular needs. Based on the findings, it is logical to recommend to the
Municipality to invest resources to train employees in matters of empathy service quality
delivery. The managementat Impendle Local Municipality should promote a culture of empathy
in service quality delivery as this is one of the sure ways of improving the quality of care and

personalised attention in service quality delivery.

5.2.3.3 Assurance

The assurance of the service quality delivery at Impendle Local Municipality is reported as the
second best service quality dimension with a mean gap score of -2.88. Even then, findings
indicate that the Municipality’s service quality delivery is below customers’ expectations
especially in the area of employees exhibiting knowledge, courtesy, and the quality of inspiring
confidence and trust in customers. It is recommended that the management at Impendle Local
Municipality should provide training and information to employees as a way of enhancing
employees’ skills to effectively and efficiently deal with customers’ requests and problems. The
management should ensure that employees-job-fit so that employees with appropriate knowledge

and skills carry out roles and responsibilities that are strategic to service quality delivery.
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5.2.3.4 Responsiveness

The dimension of the responsiveness of the service quality delivered to customers at Impendle
Local Municipality was reported to be the second worst service dimension with a mean gap score
of -3.17. The findings indicate that employees at the Municipality fail to deliver service quality
that is prompt and is not willing to help customers as expected by their customers. In agreement,
Kaura and Datta (2012) stated that responsive service quality delivery is difficult to achieve if
service providers fail to provide instant service and are not willing to serve customers as
expected. It is recommended that the management at Impendle Local Municipality should
address the issue of the responsiveness of the service quality delivery by putting in place
measures to make the systems used in service quality delivery faster than they are now. This can

help to reduce the backlog and time taken to respond to customers’ requests or problems.

5.2.3.5 Reliability

The findings indicate that the reliability of service quality delivery at Impendle Local
Municipality to be the worst service quality delivery among all the five dimensions of service
quality delivery with a mean gap score of -3.2. The implication of the finding is that the
Municipality is failing to meet customers’ expectations, such as upholding the core attributes of
service quality delivery and keeping promises made to customers. The issue of employees
carrying out promises as promised and at the promised time had the highest gap score. It is
recommended that the management at Impendle Local Municipality should put in place measures
to enhance the existing communication systems and channels employees and customers use to

help employees keep their promises to customers.

5.3 RECOMMENDATIONS FOR FUTURE RESEARCH

= There is a need to conduct research using qualitative research methodology to delve

deeper into the service quality delivery at Impendle Local Municipality.

= Further research is needed on the influence of socio-demographics on the expectations

and experiences of service quality in the municipalities.
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= The RATER model should be used to assess service quality delivery as an important

contribution to service quality delivery in other municipalities.

= Based on the findings, it is recommended that a comparative study of all municipalities
in Umgungundlovu District Municipality be conducted to determine the differences in

the status of service quality from different topographical sites.

= Researchers should replicate this study at different levels of governance to have an

understanding of service quality delivery.

5.4 CHAPTER SUMMARY

The chapter presented conclusions and recommendations based on the findings in this research
project. The conclusions and recommendations are based on the responsiveness, assurance,
tangibility, empathy, and reliability of service quality delivered by Impendle Local Municipality.

This chapter summary closes this chapter.

56



REFERENCE LIST

AGARWAL, A. and KUMAR, G. (2016) Identifying the need for developing a new Service
Quality Model in today’s scenario: a review of Service Quality Models. Arabian Journal
of Business Management Review, 6(2), pp. 193-210.

AGARWAL, J., MALHOTRA, N.K. and BOLTON, R. (2010) A cross-national and cross-
cultural approach to global market segmentation: an application using customers' perceived
service quality. Journal of International Marketing, 18(3), pp.18-40.

AKDERE, M., Top, M. and Tekingunduz, S. (2018). Examining patient perception and service
quality in Turkish Hospitals: The SERVEPERF model, Total Quality Management and
Business Excellence.

ANANTH, A., RAMESH, R. and PRABAHARAN, B. (2011) Service quality GAP analysis in
private sector banks: a customer perspective. Internationally Indexed Journal, 11(1), pp.
245-252.

ANDERSON, K. and KERR, C. (2002) Customer relationship management. New York:
McGraw-Hill.

ANDREWS, R. AND VAN DE WALLE, S. (2013). New Public Management and Citizens’
Perceptions of Local Service Efficiency, Responsiveness, Equity, Effectiveness. Public
Management Review, 15, (5): 762 — 783.

AWARA, N. F. and AMAECHI, A. J. (2014) The relationship between customer satisfaction and
loyalty: a study of selected eateries in Calabar, Cross River State. Interdisciplinary Journal
of Contemporary Research in Business, 5(9), pp. 110-125.

BADRI, M., AL KHAILI, M. AND MANSOORI, R.L. (2015). Quality of Service, Expectations,
Satisfaction and Trust in Public Institutions: The Abu Dhabi Citizen Satisfaction Survey.
Asian Journal of Political Science, 23 (3): 420 - 447.

BAE, O. (2012) Relationship marketing and customer loyalty. Marketing Intelligence and
Planning, 25(1), pp. 98-106.

BARAN, R.J., GALKA, R.J. and STRUNK, D.P. (2008) Principles of CRM. Mason. USA:
Thomson South-Western.

BARNES, J.G. (2006) Build your customer strategy: a guide to creating profitable customer
relationships. Hoboken: Wiley.

BASSETT, C. (2016). An Alternative to Democratic Exclusion? The Case for Participatory Local
Budgeting in South Africa. Journal of Contemporary African Studies, 34 (2): 282 — 299.

BATES, K., BATES, H. and JOHNSTON, R. (2003) Linking service to profit: the business case
for service excellence. International Journal of Service Industry Management, 14(2):173-
183.

BERNDT, A. and TAIT, M. (eds) (2012) Relationship marketing and CRM. 2" ed. Lansdowne:
Juta.

BEUKES, J. (2015) Customer service expectations from South African alcoholic beverage
suppliers in urban and rural areas. Unpublished Thesis (PhD), North-West University.

BEYTELL, A. (2014) Fieldwork education in health contexts: experiences of fourth-year BSW
students. Social Work, 50(2), pp.170-192.

BEYTELL. A. (2010) Customer expectations and satisfaction with fitness facilities in the North
West Province. Unpublished Dissertation (MA), North-West University.

BLIGH, P. and TURK, D. (2004) CRM unplugged: realising CRMs strategic value. Hoboken:
Wiley.

BOSHOFF, C. and GRAY, B. (2004) The relationships between service quality, customer
satisfaction and buying intentions in the private hospital industry. South African Journal of
Business Management, 35 (4), pp. 27-37.

57



BOTES, J.A. (2008) Customer loyalty and employee enthusiasm: an eclectic paradigm for
strategic sales improvement at MB Silicon Systems. Unpublished Dissertation (MA),
Milpark Business School.

BRADY, M. K., CRONIN, J. J. and BRAND, R. R. (2002) Performance-only measurement of
service quality: a replication and extension. Journal of Business Research, 55(1), pp. 17-
31.

BRADY, M.K. and CRONIN, J.J. (2001) Some new thoughts on conceptualizing perceived
service quality: a hierarchical approach. In JAIN, P. and AGGARWAL, V. (2015) Service
quality models: a review. Journal of Management Research, 7(2)10, pp.125-136.

BRANNEN, J. P. (2009) Mixed methods for novice researchers: reflections and themes.
International Journal of Multiple Research Approaches, 3: pp. 8-12.

BRINK, A. and BERNDT, A. (2004) CRM and customer service. Lansdowne: Juta.

BRODERICK, A.J. and VACHIRAPORNPUK, S. (2002) Service quality in internet banking:
the importance of customer role. Marketing Intelligence and Planning, 20(6), pp. 327-35.

BRUNER, G.C. and HENSEL, P.J. (2005) Marketing scales handbook: a compilation of multi-
item measures. Chicago: American Marketing Association.

BRYMAN, A. (2007) Barriers to integrating quantitative and qualitative research, Journal of
Mixed Methods Research, 1: pp. 8-22.

BRYMAN, A. (2012) Social research methods. 4" ed. Oxford: Oxford University Press.

BUTTLE, F. (2004) CRM, concepts and tools. Burlington: Elsevier Butterworth-Heinemann.

BUTTLE, F. (2006) CRM: concepts and technologies. 1% ed. London: Butterworth-Heinemann.

BUTTLE, F. (2006) Insurers can unlock value via CRM. National Underwriter / Property and
Casualty Risk and Benefits Management, 106(20), pp. 27-28.

BUTTLE, F. (2009) CRM: concepts and technologies. 2" ed. London: Butterworth-Heinemann.

CADOTTE, E.R. and TURGEON, N. (1988) Key factors in guest satisfaction. In PIZAM, A.,
SHAPOVAL, V. AND ELLIS, T. (2016) Customer satisfaction and its measurement in
hospitality enterprises: a revisit and update. International Journal of Contemporary
Hospitality Management, 28(1), pp. 2-35.

CARMAN, J.M. (2010) Customer perceptions of service quality: an assessment of SERVQUAL
dimensions. Journal of Retailing, 66(1), pp. 33-55.

CHAN, L.K,, HUI, Y.V,, LO, H.P., TSE, S.K,, TSO, G.K.F. and WU, M.L. (2003) Customer
satisfaction index: new practice and findings. European Journal of Marketing, 37(5/6), pp.
872-900.

CHANIOTAKIS, L.E. and LYMPEROPOULOQOS, C. (2009) Service quality effect on satisfaction
and word of mouth in the health care industry. Managing Service Quality, 19(2), pp. 229-
242.

CHEN, P. and HU, H. (2013) The mediating role of relational benefit between service quality
and customer loyalty in airline industry. Total Quality Management, 24(9/10), pp. 1084-
1095.

CHEN, S. (2012) The customer satisfaction-loyalty relation in an interactive e-service setting:
the mediators. Journal of Retailing and Customer Services, 19(2), pp. 202-210.

CHERUIYOT, K., WRAY, C. AND KATUMBA, S. (2015). Spatial statistics analysis of
dissatisfaction with the performance of local government in Gauteng City Region, South
Africa. South African Journal of Geomatics, 4, (3): 224 — 239.

CHRISTOPHER, M., PAYNE, A. and BALLANTYNE, D. (2002) Relationship marketing:
creating stakeholder value. Oxford: Butterworth-Heinemann.

58



CHUN HOU, L., (2015). Factors Affect the Customer Loyalty Towards Business Event: Book
Fair Industry. Universiti Sains Malaysia.

CHURCHILL, G.A. and BROWN, T.D. (2004) Basic marketing research. Mason: Thomson
South-Western. Citizen satisfaction survey. Public Administration Journal, 85(1), pp. 7-
23.

CIRAULO, R.M. and AUMAN, K.S. (2002) Insurers can unlock value via CRM. National
Underwriter / Property and Casualty Risk and Benefits Management, 106(20), pp. 27-28.

CORNAH, R. and REEDER, J. (2013) The law of general average and the York-Antwerp
Rules.14" ed. CITY???: Sweet and Maxwell Ltd.

COYLE, J.J., BARDI, E.J. and LANGLEY, C.J. (2003) The management of business logistics a
supply chain perspective. 7" ed. Mason: South-Western Thomson Learning.

CRESWELL, J.W. (2013) Qualitative inquiry and research design: choosing among five
approaches, Thousand Oaks, CA: Sage Publications, Ltd.

CRESWELL, J.W. (2014) Research design: qualitative, quantitative and mixed methods
approaches. 4" ed. London: Sage Publications.

CRESWELL, J.W. and PLANO CLARK, V.L. (2009) Designing and conducting mixed methods
research. California: Thousand Oaks, Sage.

CRONIN J.J. and TAYLOR, S.A. (1992) Measuring service quality: a re-examination and
extension. In ADIL, M., MOHAMMAD AL GHASWYNEH, O.F. and ALBKOUR, A.M.
(2013) SERVQUAL and SERVPERF: a review of measures in services marketing
research. Global Journal of Management and Business, 13(6), pp. 47-60.

DABHOLKAR, P.A., SHEPHERD, C.D. and THORPE, D.I. (2000) A comprehensive
framework for service quality: an investigation of critical conceptual and measurement
issues through a longitudinal study. In AGARWAL, A. and KUMAR, G. (2016) Identify
the need for developing a New Service Quality Model in today’s scenario: a review of
Service Quality Models. Arabian Journal of Business Management Review, 6(2), pp. 193-
210.

DAGGER, T.S., SWEENEY, J.C. and JOHNSON, L.W. (2007) A hierarchical model of health
service quality: scale development and investigation of integrated model. Journal of
Service Research, 10(2), pp. 123-142.

DAVIS, K. (2009) Examining levels of acculturation on Mexican Americans' service
expectations and perceptions in dental offices. Unpublished Thesis (PhD), the Northcentral
University.

DE JAGER, J. and DU PLOQY, T. (2007) Measuring tangibility and assurance as determinants
of service quality for public health care in South Africa. Acta Commercii, 2(7), pp. 96-111.

DE MATOS, C.A., VIEIRA, V.A. and VEIGA, R.T. (2012) Behavioural responses to service
encounters involving failure and recovery: the influence of contextual factors. The Service
Industries Journal, 32(14), pp. 2203-2217.

DE STRICKER, U. (2006) The customer is always right: building and teaching client
relationship tools. Available from
http://www.sirsidynixinstitute.com/seminar_page.php?sid=65. Accessed on 14/10/16.

DE WULF, K., ODEKERKEN-SCHRODER, G. and IACOBUCCI, D. (2001) Investments in
customer relationships: a cross-country and cross-industry exploration. Journal of
Marketing, 65(4), pp. 33-50.

DENZIN, N.K. and LINCOLN, Y.S. (2005) Introduction: the discipline and practice of
qualitative research. 2" ed. Thousand Oaks, CA: Sage.

DIBB, S. and MEADOWS, M. (2004) Relationship marketing and CRM: a financial services
case study. Journal of Strategic Marketing, 12(2), pp. 111-125.

59


http://www.sirsidynixinstitute.com/seminar_page.php?sid=65

DIMITRIADIS, S. and STEVENS, E. (2008) Integrated CRM for service activities: an
internal/external gap model. Managing Service Quality, 18(5), pp. 496-511.

Disconfirmation Theory Models: assimilation and asymmetry effects. Journal of the Association
for Information Systems, 13(2), pp. 88-115.

DITTMAR, H., LONG, K. and MEEK, R. (2004) Buying on the internet: gender differences in
online and conventional buying motivations. Sex Roles, 50(5/6), pp. 423-444.

DONALDSON, B. and O’TOOLE, T. (2007) Strategic market relationships: from strategy to
implementation. 2" ed. Chichester: Wiley.

DONLAGIC, S and FAZLIC, S. (2015) Quality assessment in higher education using the
SERVQUAL model. Management, 20 (1), pp. 39-57.

DOYLE, C. (2005) Collins internet-linked dictionary of marketing: marketing defined and
explained. Bishop Briggs: HarperCollins.

DU PLESSIS, L. (2010) CRM and its influence on customer loyalty at Liberty Life in South
Africa. Unpublished Masters Dissertation (MA), the University of Johannesburg.

DU, R. Y. and KAMAKURA, W. A. (2012). Quantitative Trendspotting. Journal of Marketing
Research, 5 (2) pp. 514-536.

DYCHE, J. (2001) The CRM Handbook: a business guide to CRM. London: 1% Ed. Boston:
Addison-Wesley.

EDVARDSSON, A. (2005) Guru’s View: service quality: beyond cognitive assessment.
Managing Service Quality, 15(2), pp. 127-131.

EGAN, J. (2004) Relationship marketing, exploring relational strategies in marketing. 2" ed.
Essex: Pearson Education Limited.

EGAN, J. (2011) Relationship marketing: exploring relational strategies in marketing. 4" ed.
Harlow: Prentice-Hall.

EKINCHI, M. (2008) Service quality, customer satisfaction and behavioural intentions: review
of literature and conceptual model development. International Journal of Academic
Research, 4(3), pp. 11-15.

EKINCI, Y., DAWES, P.L. and MASSEY, G.R. (2008) An extended model of the antecedents
and consequences of customer satisfaction for hospitality services. European Journal of
Marketing, 42(1/2), pp. 35-68.

EL SAGHIER, N. AND NATHAN, D. (2013). Service Quality Dimensions and Customers’
Satisfactions of Banks in Egypt. Proceedings of 20th International Business Research
Conference

EVANS, K.R., KLEINE, R.E., LANDRY, T.D. and CROSBY, L.A. (2000) How first
impressions of a customer impact effectiveness in an initial sale encounter. Journal of the
Academy of Marketing Science, 28(4), pp. 512-526.

EVANS, M., O'MALLEY, L. and PATTERSON, M. (2004) Exploring direct and customer
relationship marketing. 2" ed. London: Thomson.

EVENSON, R. (2005) Customer service training 101: quick and easy techniques that get great
results. New York: AMACOM.

FORNELL, C. (2010) A national customer satisfaction barometer: the Swedish experience.
Journal of Marketing, 56 (2), pp. 6-21.

FROST, F. A. and KUMAR, M. (2000) INTSERVQUAL-an internal adaptation of the GAP
model in a large service organisation. Journal of Services Marketing, 14 (5), pp. 358-377.

GACHIRI, J. (2015) CIC expands into Uganda, Malawi with joint ventures. Nairobi: Business
Daily Africa.

GANESAN-LIM, C., RUSSELL-BENNETT, R. and DAGGER, T. (2008) The impact of service
contact type and demographic characteristics on service quality perceptions. Journal of
Services Marketing, 22(7), pp. 550-561.

60



GANIYU, R. A,, UCHE, I. I. and ELIZABETH, A. O. (2012) Is customer satisfaction an
indicator of customer loyalty? Australian Journal of Business and Management Research,
2(7), pp. 14-20.

GARVIN, D. A. (1984) What does product quality really mean? In YARIMOGLU, E.K. (2014)
A Review on Dimensions of Service Quality Models. Journal of Marketing Management,
2 (2), pp. 79-93.

GARVIN, D.A. (2008) Eight Dimensions of Product Quality. Harvard Business School: Tenner
and DeToro, Total Quality Management.

GEORGE, R. (2004) Marketing of South African tourism. 2" ed. Cape Town: Oxford University
Press.

GHANI, E. (2010). The Service Revolution in South Asia. New Delhi: Oxford University Press.

GILBERT, G. R., VELOUTSOU, C., GOODE, M. M. H. and MOUTINHO, L. (2004)
Measuring customer satisfaction in the fast food industry: a cross-national approach.
Journal of Services Marketing, 18(5), pp. 371-383.

GIL-SAURA, I. and RUIZ-MOLINA, M.E. (2011) Logistics service quality and buyer customer
relationships: the moderating role of technology in B2B and B2C contexts. The Service
Industries Journal, 31(7), pp. 1109-1123.

GOERTZEN, M. J. (2017) Introduction to Quantitative Research and Data. Library Technology
Reports. 53 (4) pp. 12-18.

GOPALAN, S. (2015) Financial liberalization and foreign bank entry in emerging and
developing economies: what does the literature tell us? Journal of International Commerce,
Economics and Policy, 6(2) 6, pp. 25.

GREENBERG, 1. (2005) The effects of customer satisfaction, relationship commitment
dimensions, and triggers on customer retention. Journal of Marketing, 69(4), pp. 210-218.

GREENBERG, P. (2004) CRM at the speed of light: essential customer strategies for the 21st
century. 3" ed. New York: McGraw-Hill.

GREENBERG, P. (2009) CRM at the speed of light: social CRM 2.0 strategies, tools, and
techniques for engaging your customers. 4" ed. New York: McGraw-Hill.

GREENE, J. C. (2006) Towards a methodology of mixed methods social inquiry. Research in
the Schools, 13(1), pp. 93-100.

GREMLER, D.D. and GWINNER, K.P. (2000) Customer-employee rapport in service
relationships. Journal of Service Research, 3(1), pp. 82-104.

GREWAL, A., KATARIA, H. AND DHAWAN, I. (2016). Literature search for research
planning and identification of research problem. Indian Journal of Anaesthesia, 60, (9):
27-31.

GRONROOS, C. (2003) Service management and marketing a CRM approach. 2" ed. Hoboken:
West Sussex, Wiley.

GRONROOS, C. (2004) The relationship marketing process: communication, interaction,
dialogue, value, Journal of Business & Industrial Marketing, 19 (2) pp.99-113.

GRONROOS, C. (2007) Service management and marketing: customer management in service
competition. 3" ed. Hoboken: Wiley.

GRONROOS, C. (2010) Service management and marketing. managing the moments of truth in
service competition. New York: Lexington Books.

GRONROOS, C. AND RAVALD, A. (2011) Service as Business Logic: Implications for Value
Creation and Marketing. Journal of Service Management, 22 (1): 5 — 22.

GRONROOS, C.  (2009) Marketing as promise management:  regaining customer
management for marketing, Journal of Business and Industrial Marketing, 24(5/6), pp.
351-59.

61



GUESALAGA, R and PITTA, D. (2014) The importance and formalization of service quality
dimensions: a comparison of Chile and the USA, Journal of Customer Marketing, 31(2),
pp. 145-151.

GUMMESSON, E. (2008) Customer centricity: reality or a wild goose chase? European
Business Review, 20(4), pp. 315-330.

GWINNER, K.P., GREMLER, D.D. and BITNER, M.J. (2008) Relational benefits in services
industries: the customer’s perspective. Journal of the Academy of Marketing Science,
26(2), pp. 101-114.

GWINNER, K.P., GREMLER, D.D. and BITNER, M.J. 1998. Relational benefits in services
industries: the customer’s perspective. Journal of the Academy of Marketing Science,
26(2), pp. 101-114.

GYASI S. N. and AZUMAH, K.A. (2009) An assessment and analysis of customer satisfaction
with service delivery of mobile telecommunication networks within Ghana. Unpublished
Masters Dissertation (MA), Lawrence Technological University.

HAN, C.M. (2015). Consumer Expectations of Corporate Social Responsibility of Foreign
Multinationals in Korea. Emerging Markets Finance and Trade, 51, (2): 293 -305.

HARRIS, E.K. (2010) Customer service: a practical approach. 5" ed. Upper Saddle River:
Pearson.

HARWOOD, T., GARRY, T. and BRODERICK, A. (2008) Relationship marketing —
perspectives, dimensions and context. London: McGraw-Hill.

HAUNG, M.H. & RUST R.T. (2013) IT- Related Service: A Multidisciplinary Perspective.
Journal of Service Research, 16, (3): 251 — 258

HAYWOOD-FARMER, J. (1988) A conceptual model of service quality. In YARIMOGLU,
E.K. (2014) A Review on Dimensions of Service Quality Models. Journal of Marketing
Management, 2(2), pp. 79-93.

HEFETZ, A., WARNER, M. AND VOGODA-GADOT, E. (2014) Professional Management
and Local Government Service Delivery: Strategic Decision Across Alternative Markets.
Public Performance and Management Review, 38, (2): 261 -283.

HENNIG-THURAU, T., GWINNER, K.P. and GREMLER, D.D. (2002) Understanding
relationship marketing outcomes: an integration of relational benefits and relationship
quality. Journal of Service Research, 4(3), pp. 230-247.

HENNIG-THURAU, T., GWINNER, K.P. and GREMLER, D.D. (2010) Why customers build
relationships with companies - and why not. Berlin, Heidelberg: Springer.

HERNON, P. and NITECKI, D.A. (2001) Service quality: a concept not fully explored. Library
Trends, 29(4), pp. 687-708.

HOSSAIN, J.H. (2016). Determining the Key Dimensions for Evaluating Service Quality and
Satisfaction in Academic Libraries. International Information and Library review, 48, (3):
176 — 189.

HSU, B. (2016) A review of CRM: successes, advances, pitfalls and futures. Business Process
Management Journal, 18(3), pp. 400-419.

HSU, H., HSU, J.S., WANG, S. and CHANG, I. (2016) Exploring the effects of unexpected
outcome on satisfaction and continuance intention. Journal of Electronic Commerce
Research, 17 (3)8, pp. 239-251.

https://www.sanlam.com/Sanlam%?20Shared%20Documents/sustainabilityreport2013_investorr
elations_yearly 2013.pdf. Accessed on 10 Jan 2017.

HULLEY, S.B., CUMMINGS, S.R., BROWNER, W.S., GRADY, D.G. and NEWMAN, T.B.
(2007) Designing clinical research. 2" ed. Philadelphia, PA: Lippincott Williams and
Wilkins.

HUME, M. and MORT, G.S. (2008) Satisfaction in performing arts: the role of value? European
Journal of Marketing, 42 (3/4), pp. 311-326.

62


https://www.sanlam.com/Sanlam%20Shared%20Documents/sustainabilityreport2013_investorrelations_yearly_2013.pdf
https://www.sanlam.com/Sanlam%20Shared%20Documents/sustainabilityreport2013_investorrelations_yearly_2013.pdf

INTERNATIONAL MONETARY FUND. (2016) World Economic Outlook: Subdued Demand:
Symptoms and Remedies. Washington: Publication Services.

INTERNATIONAL STANDARD ORGANISATION. (2011) Guidelines for auditing
management systems. 2" ed. Switzerland: 1SO.

JAHANSHANI, A.A., HAJIZADEH, G.M.A., MIRDHAMADI, S.A., NAWASER, K. AND
KHAKSAR, S.M.S. (2011). Study the Effects of Customer Service and Product Quality on
Customer Satisfaction and Loyalty. International Journal of Humanities and Social
Science, 1, (7): 253 — 260.

JAIN, R., JAIN, S. and DHAR, U. (2007) CUREL.: a scale for measuring CRM effectiveness in
service sector. Journal of Services Research, 7(1), pp. 38-58.

JAIN, S. K. and GUPTA, G. (2004) Measuring service quality: SERVQUAL vs. SERVPERF
scales. Vikalpa, 29(2), pp. 25-37.

JOBBER, D. (2010) Principles and Practice of Marketing. 6™ ed. London: McGraw-Hill.

JOHNSTON, R., SILVESTRO, R., FITZGERALD, L. AND VOSS, C. (1990) Developing the
determinants of service quality. In LADHARI, R., PONS, F., BRESSOLLES, G. and ZINS,
M. (2011) Culture and personal values: how they influence perceived service quality.
Journal of Business Research, 64 (9), pp. 951-957.

JONES, J.L. AND SHANDIZ, M. (2015). Service Quality Expectations: Exploring the
Importance of SERVQUAL Dimensions from Different Nonprofit Constituent Groups.
Journal of Nonprofit and Public Sector Marketing, 27, (1): 48 — 69.

JONES, T. and TAYLOR, S.F. (2012) Service loyalty: accounting for social capital. Journal of
Services Marketing, 26(1), pp. 60-74.

JUWAHEER, T. D. (2011) Gender bias in hotel guests’ perceptions of service quality: an
empirical investigation of hotels in Mauritius. e-Review of Tourism Research, 9(5), pp.
164-189.

KANDAMPULLY, J. and SUHARTANTO, D. (2003) Customer loyalty in the hotel industry:
the role of customer satisfaction and image. International Journal of Contemporary
Hospitality Management, 12(6), pp. 346-351.

KANG, G.D. and JAMES, J. (2004) Service quality dimensions: an examination of Grénroos’s
service quality model. Managing Service Quality, 14(4), pp. 266-77.

KARATEPE, O.M. (2011) Service quality, customer satisfaction and loyalty: the moderating
role of gender. Journal of Business Economics and Management, 12(2), pp. 278-300.
KASPER, H., VAN HELSDINGEN, P. and GABBOTT, M. (2006) Services marketing

management: a strategic perspective. 2" ed. Chichester: Wiley.

KAURA, V. and DATTA, S.K. (2012) Impact of service quality on satisfaction in the Indian
banking sector. The IUP Journal of Marketing Management, 11(3), pp. 38-47.

KHALE, S. & WORKU, Z. (2013). Factors that Affect Municipal Service Delivery in Gauteng
and North West Provinces of South Africa. South African Journal of Science, Technology,
Innovation and development, 5, (1): 61 — 70.

KHAMBULE, I. (2018). Imagining an Institutionalised Social Dialogue in the South African
Local Government-Led Development Landscape. Forum for Development Studies, 45, (1):
97 -117.

KHARE, A. (2011) Customers’ perception and attitude towards service quality in multinational
banks in India. International Journal Services and Operations Management, (10)2, pp.199-
213.

KHUDRI, M. and SULTANA, S. (2015) Determinants of service quality and impact of service
quality and customer characteristics on channel selection. British Food Journal, 117(8) (7),
pp. 2078-2097.

63



KIM, H.J. (2006) Measuring Citizen Satisfaction with Contracted-Out Public Service Quality:
An Application of Servequal Measures. International Review of Public Administration, 11,
(2):1-14.

KIM, M., VOGT, C.A. AND KNUTSON, B.J. (2012) Relationship Among Customer
Satisfaction, Delight, and Loyalty in the Hospitality Industry. Journal of Hospitality and
Tourism Research 39, (2): 170 — 197.

KNOX, S., MAKLAN, S., PAYNE, A., PEPPARD, J. and RYALS, L. (2003) CRM: perspectives
from the marketplace. Oxford: Butterworth-Heinemann.

KOELBLE, T.A. AND SIDDLE, A. (2014). Decentralization in Post-Apartheid South Africa.
Regional and Federal Studies, 24, (5): 607 - 623.

KOTLER, P. AND ARMSTRONG, G. (2010). Global and Southern African Perspectives.
Principle of Marketing. Pearson Education: South Africa

KOTLER, P. and KELLER, K. (2006) Marketing Management, 12" ed. New Jersey: Pearson
Education Inc.

KOUTHOURIS, C. and ALEXANDRIS, K. (2005) Can service quality predict customer
satisfaction and behavioural intentions in the sport tourism industry? An application of the
SERVQUAL model in an outdoors setting. Journal of Sport Tourism, 10(2), pp. 101-111.

KRASNIKOV, A., JAYACHANDRAN, S. and KUMAR, V. (2009) The impact of CRM
implementation on cost and profit efficiencies: evidence from the U.S. commercial banking
industry. Journal of Marketing, 73(7), pp. 61-76.

KREJCIE, R.V. and MORGAN, D.W. (1970) Determining sample size for research activities. In
CRESWELL, J.W (2009) Research design: qualitative, quantitative, and mixed methods
approaches. 3" edition. Los Angeles: Sage Publications, Inc.

KUMAR, V. and REINARTZ, W. (2012) CRM: concept, strategy, and tools. Singapore:
Springer.

KUMAR, V. and REINARTZ, W.J. (2006) CRM: a database approach. Hoboken: Wiley.

KURTZ, D.L. (2014) Contemporary marketing. 16" ed. Mason: South-Western.

LADHARI, R. (2007) The effect of consumption emotions on satisfaction and word-of-mouth
communications. Psychology and Marketing, 24(12), pp. 1085-1108.
LANKTON, S. (2011) Business research methods. Singapore: McGraw-Hill.

LAROCHE, M., UELTSCHY, L.C., ABE, S., CLEVELAND, M. and YANNOPOULOS, P.
(2004) Service quality perceptions and customer satisfaction: evaluating the role of culture.
Journal of International Marketing, 12(3), pp. 58-85.

LASSAR, W.M., MANOLIS, C. and WINSOR, R.D. (2000) Service quality perspectives and
satisfaction in private banking. Journal of Services Marketing, 14(3), pp. 244-271.

LEDDEN, L., KALAFATIS, S.P. and MATHIOUDAKIS, A. (2011) The idiosyncratic
behaviour of service quality, value, satisfaction, and intention to recommend in higher
education: an empirical examination. Journal of Marketing Management, 27(11/12), pp.
1232-1260.

LEE, G.G. and LIN, H.F. (2005) Customer perceptions of e-service quality in online shopping.
International Journal of Retail and Distribution Management, 33(2), pp. 161-176.

LEE, H., LEE, Y. and YOO, D. (2010) The determinants of perceived service quality and its
relationship with satisfaction. Journal of Services Marketing, 14(3), pp. 217-231.

LEE, M.C. and HWAN, L.S. (2005) Relationships among service quality, customer satisfaction
and profitability in the Taiwanese banking industry. International Journal of Management,
22(4), pp. 635-648.

64



LEE, Y., CHOI, B., KIM, D.J. and HYUN, S.S. (2014) Relational benefits, their consequences,
and customer membership types. The Service Industries Journal, 34(3), pp. 230-250.
LEHOHLA, P. (2016). 2015 KwaZulu-Natal Citizen Satisfaction Survey: Technical Report.
Statistics South Africa: Pretoria.

LENTELL, R. (2000). Untangling the Tangibles: ‘Physical Evidence’ and Customer Satisfaction
in Local Authority Leisure Centres. Managing Leisure, 5, (1): 1 — 16.

LEONARD, F.S. and SASSER, W.E. (2012), The incline of quality, Harvard Business Review,
60(5), pp. 163-71.

LEVENE, M. (2011) An Atlas of Neonatal Brain Sonography, View issue, 53 (4), pp. 360.

LEVERIN, A. and LILJANDER, V. (2006) Does relationship marketing improve customer
relationship satisfaction and loyalty? International Journal of Bank Marketing, 24 (4), pp.
232-251.

LEWIS, M. and SOURELI, M. (2006) The antecedents of customer loyalty in retail banking.
Journal of Customer Behaviour, 5, pp. 15-31.

LIFE OFFICES ASSOCIATION (LOA). (2008) Annual Review 2007-2008. Cape Town: Life
Offices Association.

LIMAYEM, M. (2007) How habit limits the predictive power of intention: the case of
Information Systems continuance, MIS Quarterly, 31(4), pp. 705-737.

LIN, C. AND LEKHWAWIPAT, W. (2016). How Customer Expectations Become Adjusted
After Purchase. International Journal of Electronic Commerce, 20, (4): 443 — 4609.

LORENZONI, N. and LEWIS, B.R. (2004) Service recovery in the airline industry: a cross-
cultural comparison of the attitudes and behaviours of British and Italian frontline
personnel. Managing Service Quality, 14(1), pp. 11-25.

LOVELOCK C. and WIRTZ J. (2007) Services marketing: people, technology, strategy, 6™ ed.
New Jersey: Pearson Prentice Hall.

LOVELOCK, C.H. and WIRTZ, J. (2011) Services marketing: people, technology, strategy, 7"
ed. Boston: Pearson.

MADIBA, G. (2009) The influence of the elements of the extended marketing mix on customers’
intention to purchase at a fast-food retail chain in Johannesburg. Unpublished Masters
dissertation (MA), Johannesburg: University of Johannesburg.

MAFROLLA, E AND D’AMICO, E. (2016). Does Public Spending Improve Citizens’ Quality
of Life? An Analysis of Municipalities’ Leisure Supply. Local Government Studies, 42,
(2): 332 — 350.

MAKLAN, S., KNOX, S. and RYALS, L. (2007) New trends in innovation and CRM: a
challenge for market research. International Journal of Market Research, 50(2), pp. 221-
240.

MALABIE, B. (2009) Market conditions. Presentation proceedings of the 7™ Lets Talk
presentation held in Johannesburg. Conducted by Liberty life. Johannesburg: Liberty Life.

MALAI, V. AND SPEECE, M. (2005) Cultural impact on the relationship among perceived
service quality, brand name value, and customer loyalty. Journal of International Customer
Marketing, 17(4), pp. 7-40.

MALHOTRA N. K. and BIRKS D. F. (2007) Marketing Research: An applied Approach. 3™ ed.
London: Prentice Hall.

MALHOTRA, N.K. (2007) Marketing research: an applied orientation. New Jersey: Pearson
Prentice Hall.

MALHOTRA, N.K., ULGADO, F.M., AGARSAL, J., SHAINESH, G. and WU, L. (2005)
Dimensions of service quality in developed and developing economies: multi-country
cross-cultural comparisons. International Marketing Review, 22(3), pp. 256-78.

65



MARTIN, D., O’NEILL, M., HUBBARD, S. and PALMER, A. (2008) The role of emotion in
explaining customer satisfaction and future behavioural intention. Journal of Services
Marketing, 22(3), pp. 224-236.

MARTIN-CONSUEGRA, D., MOLINA, A. and ESTEBAN, A. (2006) The customers’
perspective on relational benefits in banking activities. Journal of Financial Services
Marketing, 10(4), pp. 98-108.

MARTINS, J.H., LOUBSER, M. and VAN WYK, H. (2002) Marketing research: a South
African approach. Pretoria: University of South Africa.

MATTILA, A.S.,CHO, W. and RO, H. (2009) The joint effects of service failure mode, recovery
effort, and gender on customers' post- recovery satisfaction. Journal of Travel and Tourism
Marketing, (26)2, pp. 120-128.

MATTILA, A.S., GRADEY, A.A. and FISK, G.M. (2003) The interplay of gender and affective
tone in service encounter satisfaction. Journal of Service Research, 6(2), pp. 136-143.

MATTSSON, J. (2012) A Service Quality Model based on an Ideal Value Standard.
International Journal of Service Industry Management, 3(3), pp. 18-33.

MAXWELL, J.A. (2012) A realist approach for qualitative research. Los Angeles, CA: Sage.

MBAZIRA, C. (2013) Service Delivery Protests, Struggle for Rights and the Failure of Local
Democracy in South Africa and Uganda: Parallels and Divergences. South African Journal
of Human Rights, 29, (2): 251- 275.

MBONAMBI, T.P. (2016) A Consceptual model for the Improvement of Service Quality in the
South African Short-Term Insurance Industry in KwaZulu Natal. (Doctor of Business
Administration). University of KwaZulu-Natal, Durban, South Africa

MCDANIEL, C. and GATES, R. (2004) Marketing research essentials. New Jersey: John Wiley
and Sons.

MCQUITTY, S., FINN, A. and WILEY, J.B. (2000) Systematically varying customer
satisfaction and its implications for product choice. Academy of Marketing Science Review,
2(10), pp. 1-16.

MEHDI, B.M. (2007) Measuring service quality in airline using SERVQUAL Model-(Case of
IAA). Master’s Dissertation (MA) Lawrence Technological University.

MENON, K. and O'CONNOR, A. (2007) Building customers' affective commitment towards
retail banks: The role of CRM in each moment of truth. Journal of Financial Services
Marketing, 12(12), pp. 157-168.

MERRIAM, S. (2009) Qualitative research: guide to design and implementation. San Francisco:
Jossey - Bass.

MEY, L.P., AKHBAR, A.K. and DAVID YONG, G.F. (2008) Measuring service quality and
customer satisfaction in hotels: Malaysian hotels. Quest for Excellent, 7 (12), pp. 10-19.

MIKDASHI, M. (2011) Neoliberalism’s forked tongue. Jadaliyya. Available from 17, 2011,
http://www.jadaliyya.com/pages/index/1606/. Accessed on 19 Sept 2016.

MIKDASHI, Z. (2001) Financial intermediation in the 21st century. New York: Palgrave

Macmillan.
MILES, M. and HUBERMAN, A.M. (2004) Qualitative data analysis. Thousand Oaks, CA:
Sage.

MIN, S., KHOON, C. C. and TAN, B. L. (2012) Motives, expectations, perceptions and
satisfaction of international students pursuing private higher education in Singapore,
International Journal of Marketing Studies, 4(6) pp. 122-138.

MIN, S., KHOON, C.C., and TAN, B.L. (2012) Motives, expectations, perceptions and
satisfaction of international students pursuing higher education in Singapore. International
Journal of Marketing Studies, 4(6), pp. 122-138.

MINAMI, C. (2012) Service quality and customer satisfaction. Journal of Marketing and

66


http://www.jadaliyya.com/pages/index/1606/

Distribution, 14(2)3, pp.1-15.

MODIKWA, T. (2009) What are the determinants of service quality in the South African short-
term broking industry? Unpublished Masters Dissertation (MA), University of Cape Town.

MOKHLIS, S. (2012) The influence of service quality on satisfaction: a gender comparison.
Public Administration Research, 1(1), pp. 23-40.

MOLETSANE, A.M. (2012) Community Expectation and Perceptions of Municipal Service
Delivery: A Case Study in Emfuleni Local Municipality. North West University:
Vanderbijlpark

MOLINA, A., MARTIN-CONSUEGRA, D. and ESTEBAN, A. (2007) Relational benefits and
customer satisfaction in retail banking. International Journal of Bank Marketing, 25(4),
pp. 253-271.

MONKAM, N.F. (2014). Local Municipal Productive Efficiency and its Determinants in South
Africa. Development Southern Africa 31 (2): 275 — 298.

MORGAN, D.L. (2006) Paradigms lost and pragmatism regained: methodological implications
of combining qualitative and quantitative methods. Journal of Mixed Methods Research, 1
(4), pp. 48-76.

MORGAN, D.L. (2007) Paradigms lost and pragmatism regained. Journal of Mixed Methods
Research, 1(1), pp. 48-76.

MORSE, J.M. and NIEHAUS, L. (2009) Mixed methods design: principles and procedures.
Walnut Creek, CA: Left Coast Press.

MUSENZE, 1.A.,, MUNENE, J.C., NTAYI, JM. AND BALUNYWA, W. (2014).
Communication and Quality Service Delivery in Uganda’s Local Government: The
Mediating influence of Total Quality Management. African Journal of science,
Technology, Innovation and Development, 6, (2): 93 -103.

MUTINTA, G. (2014) PowerPoint Lecture Notes for Research Methodology Course. Durban:
University of KwaZulu-Natal.

NAIK, C.N.K, GANTASALA S.B. and GANTASALA, V.P. (2010) Service quality
(SERVQUAL) and its effect on customer satisfaction in retailing, European Journal of
Social Sciences, 16(2), pp. 231-243.

NAIR, G. K. (2014). The Influence of Customer Perceptions on Financial Performance in
Hospitality Organisations: An Empirical Study. The Journal of Hospitality Financial
Management, 22, (2):63 — 74.

NAJAFI, S., SAATI, S. and TAVANA, M. (2015) Data envelopment analysis in service quality
evaluation an empirical study. Journal of Industrial Engineering International, 11(2), pp.
319-330.

NAM, T. AND PARDO, T.A. (2014). Understanding Municipal Service Integration: Exploratory
Study of 311 Contact Center. Journal of Urban Technology, 21, (1): 57 -78.

NATIONAL TREASURY, MFMA CIRCULAR No.88 Municipal Finance Management Act No.
56 of 2003. Municipal Circular on Rationalisation Planning and Reporting Requirements
for the 2018/19 MTREF

NELSON, T. (2009) Measuring service and service culture in the tourism industry. Unpublished
Doctoral Thesis (PhD), the Hong Kong Polytechnic University.

NEUMAN, L. (2014) Social research methods: qualitative and quantitative approaches, 7" ed.
London: Pearson.

NEWMAN, K. (2011) Interrogating SERVQUAL.: a critical assessment of service quality
measurement in a high street retail bank, International Journal of Bank Marketing, 19 (3)
pp. 126-39.

NGUYEN, B. and MUTUM, D.S. (2012) A review of CRM: successes, advances, pitfalls and
futures. Business Process Management Journal, 18(3), pp. 400-419.

OATES, B. J. (2009) Researching information systems and computing. London: Sage.

67



OJALA, M. (2006) Customer service, information professionals, and library 2.0. Online, 30(4),
pp. 5.

OLIVER, R. L. (2015) Satisfaction, a behavioural perspective on the customer. 2" ed. New
York: Routledge.

OLIVER, R.L. (2010) Satisfaction: a behavioral perspective on the customer. 2" ed. Armonk:
M.E. Sharpe.

OLORUNNIWO, F., HSU, M.K. and UDO, G.J. (2006) Service quality, customer satisfaction,
and behavioural intentions in the service factory. Journal of Services Marketing, 20(1), pp.
59-72.

ONWUEGBUZIE, AJ. and COMBS, J.P (2011) Data analysis in mixed research: a primer
International Journal of Education, 3(1), pp. 13-29).

OODITH, D. and PARUMASUR, S.B. (2015) Call centre ease of communication in customer
service delivery: an asset to managing customers’ needs. Problems and Perspectives in
Management, 13(2), pp. 483-497.

OUYUNG, Y. (2010) A relationship between the financial consultant’s service quality and
customer trust after financial tsunami. International Research Journal of Finance and
Economics, Issue 36, pp. 76-86.

PALMER, A. (2011) Principles of services marketing, 6™ edition. Maidenhead: McGraw-Hill.

PARASURAMAN, A (2005) New ways of listening to library users: new tools for measuring
service quality. Miami: University of Miami.

PARASURAMAN, A., BERRY, L.L. and ZEITHAML, V.A. (1994) Moving forward in service
quality research: measuring different levels of customer expectations, comparing
alternative scales, and examining the performance-behavioural intentions link. London:
Nelson.

PARASURAMAN, A., BERRY, L.L. and ZEITHAML, V.A. (2002) Refinement and
reassessment of the SERVQUAL scale. Journal of Retailing, 67(4), pp. 420-450.

PARASURAMAN, A., ZEITHAML, V.A. and BERRY, L.L. (1985) A conceptual model of
service quality and its implications for future research. In YARIMOGLU, E.M. (2014) A
review on dimensions of Service Quality Models. Journal of Marketing Management, 2
(2), pp. 79-93.

PARASURAMAN, A., ZEITHAML, V.A. and BERRY, L.L. (1988) SERVQUAL: A multiple-
item scale for measuring customer perceptions of service quality. Journal of Retailing, 64
(3), pp. 12-40.

PARASURAMAN, A., ZEITHAML, V.A. and BERRY, L.L. (1994) Reassessment of
expectations as a comparison standard in measuring service quality: implications for
further research. In SAGHIER, E.l. and DEMYANA, N. (2013) Service quality dimensions
and customers’ satisfactions of banks in Egypt. Dubai.

PARK, S. AND Y1, Y. (2016). Performance — only Measures vs. Performance - Expectation of
Service Quality. The Service Industries Journal, 36, (15-16): 741 — 756

PARK, S. AND YI, Y. (2017). A Composite Measure of Performance — Expectation and
Performance only measures. The Service Industry Journal, 37, (15 -16): 936 -947.

PATTEN, M. (2017) Questionnaire research: a practical guide, 4" ed. London: Routledge.

PAYNE, A. (2006) Handbook of CRM: achieving excellence in customer management. Oxford:
Butterworth-Heinemann.

PAYNE, A. and FROW, P. (2005) A strategic framework for CRM. Journal of Marketing, 69(4),
pp.167-176.

68



PAYNE, A. and FROW, P. (2006) CRM: from strategy to implementation. Journal of Marketing
Management, 22(1/2), pp. 135-168.
PEELEN, E. (2005) Customer Relationship Management. Harlow: Prentice Hall.

PEIGHAMBARI, K. (2007) Developing and testing a model for explaining customer retention
formation. Case of Iranian mobile telecommunication services. Master’s Dissertation
(MA), Lawrence Technological University.

PETOUSIS, M. (2008) Raising the bar: service now a key strategy for most organisations. Fin
Week, 13 (7), pp. 3-5.

PHILIP, G. and HAZLETT, S. A. (1997) The measurement of service quality: a new PCP
attributes model. In SHAHIN, A and SAMEA, M. (2010) Developing the models of service
quality gaps: a critical discussion. Business Management and Strategy, 1(1) E2, pp. 1-11.

PIZAM, A., SHAPOVAL, V. AND ELLIS, T. (2016) Customer satisfaction and its measurement
in hospitality enterprises: a revisit and update. International Journal of Contemporary
Hospitality Management, 28(1), pp. 2 — 35.

PLESSING, J. (2017). Challenging Elite Understanding of Citizens Participation in South Africa,
Politikon, 44, (1): 73 - 91.

PLEWA, C., and CONDUIT, J. (eds). (2016) Making a difference through marketing: a quest
for diverse perspectives. Singapore: Springer.

PODNAR, K. and JAVERNIK, P. (2012) The effect of word of mouth on customers’ attitudes
toward products and their purchase probability. Journal of Promotion Management, 18(2),
pp. 145-168.

PRAKASH, A. AND MOHANTY, R.P. (2013). Understanding Service Quality, Production
Planning and Control, 24, (12): 1050 — 1065.

PRICEWATERHOUSECOOPERS (PWC). (2012c) Maximising value from today’s
opportunities. Pretoria: South Africa.

QADRI, U.A. (2015) Measuring Service Quality Expectation and Perception Using
SERVQUAL: A Gap Analysis, Business Economics Journal, 6, pp.162.

QUESTER, P.G., MCGUIGGAN, R.L., PERRAULT, W.D. and MCCARTHY, E.J. (2004)
Marketing. Macquarie Park, NSW: McGraw Hill.

RAAB, G., AJAMI, R.A., GARGEYA, V.B. and GODDARD, G.J. (2008) CRM: a global
perspective. Hampshire: Goward Publishing Company

READ, B. (2009) Top tips to build and keep customer loyalty with CRM. Customer Interaction
Solutions, 27(9), pp. 26-28.

REINARTZ, W.J. and KUMAR, V. (2003) The impact of customer relationship characteristics
on profitable lifetime duration. Journal of Marketing, 67(1), pp. 77-99.

RHA, J.Y. (2012). Customer Satisfaction and Qualities in Public Service: an Intermediary
Customer Perspective. The Service Industries Journal, 32, (12): 1883 — 1900.

ROBERTS-LOMBARD, M. and DU PLESSIS, J. (2012) CRM in a South African service
environment: an exploratory study. African Journal of Marketing Management, 4(4),
pp.152-165.

ROBERTS-LOMBARD, M., VAN TONDER, E., PELSER, T.G. and PRINSLOO, J.J. (2014)
The relationship between key variables and customer loyalty within the independent
financial advisor environment. The Retail and Marketing Review, 1(1), pp. 26-42.

RODRIGUEZ, P.G., BURGUETE, J.L.V., VAUGHAN, R. AND EDWARDS, J. (2009). The
Transformation of Municipal Services: Towards Quality in the Public Sector. Theoratical
and Applied Economics, 531, (2)

RODRIGUEZ, P.G., BURGUETE, J.L.V., VAUGHAN, R. AND EDWARDS, J. (2009). Quality
Dimension in the Public Sector: Municipal Services and Citizen’s Perception, Springer-
Verlag, 6: 75 — 90.

69



RUST, R.T. and HUANG, M. (2014) Handbook of service marketing research. Cheltenham:
Edward Elgar Publishing.

RUWANZA, S. AND SHACKLETON, C.M. (2016). Incorporation of Environmental Issues in
South Africa’s Municipal Integrated Development Plans. International Journal of
Sustainable Development and World Ecology, 23, (1): 28 — 39.

RYALS, L. and KNOX, S. (2004) Cross-functional issues in the implementation of relationship
marketing through CRM, European Management Journal, 19(5), pp. 534-542.

SAATY, T.and VARGAS, L. (2012) The seven pillars of the analytic hierarchy process models,
methods: concepts and applications of the analytic hierarchy process. Available from
http://dx.doi. org/10.1007/978-1-4614-3597-6_2. Accessed on 03 Feb 2017.

SAATY, T.L. (2008) Decision making with the analytic hierarchy process. International Journal
of Services Sciences, 1(1), pp.83.

SANTOS, J. (2003) E-service quality: a model of virtual service quality dimensions. Managing
Service Quality, 13(3), pp. 233-246.

SATTARI S. (2007) Application of Disconfirmation Theory on Customer Satisfaction
Determination Model: case of prepaid mobiles in Iran. Unpublished Master’s Dissertation
(MA), Lawrence Technological University.

SAUNDERS, A. and CORNETT, M.M. (2011) Financial Institution Management—A Risk
Management Approach. 7" ed. McGraw Hill Irwin: New York.

SAUNDERS, M., LEWIS, P. and THORNHILL, A. (2012) Research methods for business
students, 6" ed. London: Pearson Education Limited.

SCHACHTER, D. (2006) The true value of customer service. Information Outlook, 10(8), pp. 8-
9.

SEMEJIN, J., VAN RIEL, A. C. R., VAN BIRGELEN, M. J. H. and STREUKENS, S. (2005)
E-services and offline fulfillment: how e-loyalty is created. Managing Service Quality,
15(2), pp. 182-95.

SETH, N., DESHMUKH, S.G. and VRAT, P. (2004) Service quality models: a review.
International Journal of Quality and Reliability Management, 22(9), pp. 913-949.

SETO-PAMIES, D. (2012). Customer Loyalty to Service Providers: Examining the Role of
Service Quality, Customer Satisfaction and Trust. Total Quality Management and Business
Excellence, 23, (11-12): 1257 — 1271.

SHAHIM, M. (2011) Structural equation modelling. New York: Routledge.

SIRDESHMUKH D., SINGH J. and SABOL B. (2002) Customer trust, value and loyalty in
relational exchanges. Journal of Marketing, 66(1), pp. 15-37.

SLACK, N.J. AND SINGH, G. (2015) Public Sector Reforms and Service Quality Issues from
the Perspective of the Small Island Developing States in the Pacific: A Case of Fiji.
International Journal of Public Administration, 38: 712 — 723.

SOHAIL, M. (2003) Service quality in hospitals: more favourable than you might think.
Managing Service Quality: An International Journal, (13)3, pp.197-206.

SOTERIOU, A. AND STAVRINIDES, Y. (1997) An internal customer service quality data
envelopment analysis model for bank branches. In NAJAFI, S., SAATI, S. and TAVANA,
M. (2015) Data envelopment analysis in service quality evaluation: an empirical study,
Journal of Industrial Engineering International, 7(11)3, pp. 319-330.

SPATHIS, C., PETRIDOU, E., and GLAVELI, N. (2004) Managing service quality in banks:
customers’ gender effects. Managing Service Quality, 14(1), pp. 90-102.

STAFFORD, M. R. (2006) Demographic discriminators of service quality in the banking
industry. Journal of Services Marketing, 10(4), pp. 6-22.

STATISTICS SOUTH AFRICA. (2013) General household survey. Pretoria: Statistics South
Africa.

70



STONE, K. (2000) Customer relationship marketing: get to know your customers and win their
loyalty, 2" ed. London: Clays Ltd.

TAN, K. C. and KEK, S. W. (2004) Service quality in higher education using an enhanced
SERVQUAL approach. Quality in Higher Education, 10(1) pp. 17-24.

TAVAKOL, M., and DENNICK, R. (2011) Making sense of Cronbach’s alpha. International
Journal of Medical Education, 2(2) pp. 53-55.

TEDDLIE, C. and TASHAKKORI, A. (2006) A general typology of research designs featuring
mixed methods. Research in the Schools, 13(1) pp. 12-28.

TEDDLIE, C. and TASHAKKORI, A. (2009) Foundations of mixed methods research:
integrating quantitative and qualitative techniques in the social and behavioral sciences.
Thousand Oaks: Sage.

TEDDLIE, C. and TASHAKKORI, A. (2012) Common ‘core’ characteristics of mixed methods
research: a review of critical issues and call for greater convergence. American Behavioral
Scientist, 56(6), pp. 774 788.

THATCHER, R. (2010) Validity and reliability of quantitative electroencephalography (qEEG).
Journal of Neurotherapy, 14, pp. 122-152.

THOMPSON, M. (2004) Successful CRM: turning customer loyalty into profitability Online.
Available from www.crmguru.com. Accessed on 10 Jan 2017.

TOLPA, E. (2012) Measuring customer expectations of service quality: case airline industry.
Unpublished Masters Dissertation (MA), Aalto University.

TSOUKATOS, E.K. (2007) Customer behaviour, service quality and the effects of culture: a
quantitative analysis in Greek insurance. Unpublished Thesis (PhD), Lancaster: Lancaster
University, England.

TWYCROSS, A. and SHIELDS, L. (2004) Validity and reliability - What's it all about? Part 2:
reliability in quantitative studies. Paediatric Nursing, 16 (10), p.36.

University Press.

VAN DYKE, T.P., PRYBUTOK, V.R. and KAPPELMAN, L.A. (2009) Caution on the use of
the SERVQUAL measure to assess the quality of information systems services. Decision
Sciences Journal, 2(1), pp.34-51.

VAN RYZIN, G. G. (2004) The measurement of overall citizen satisfaction. Public Performance
and Management Review, 27(3), pp. 9-28.

VAN RYZIN, G.G. AND IMMERWAHR, S. (2004). Derived Importance Performance Analysis
of Citizen Survey Data, Public Performance and Management Review, 27, (4): 144 — 173.

VAN RYZIN, G.G. and IMMERWAMHR, S. (2007) importance-performance analysis of Citizen
Satisfaction survey. Public Administration Journal, 85(1), pp. 7-23.

VAZQUEZ-CARRASCO, R. and FOXALL, G.R. (2006) Influence of personality traits on
satisfaction, perception of relational benefits, and loyalty in a personal service context.
Journal of Retailing and Customer Services, 13(3), pp. 205-219.

VELOUTSOU, C., SAREN, M. and TZOKAS, N. (2002) Relationship marketing what if?
European Journal of Marketing, 36(4), pp. 433-449.

VIEK, S.D., BEATTY, S.E. and MORGAN, R.M. (2012) Customer engagement: exploring
customer relationships beyond purchase, The Journal of Marketing Theory and Practice,
20 (2), pp. 122-146.

WAERAAS, A., BJORNA, H. & MOLDENAES, T. (2015). Place, Organization, Democracy:
Three Strategies for Municipal Branding. Public Management Review, 17, (9): 1282 1304.

WALSH, G., NORTHINGTON, W.W., HILLE, P. and DOSE, D. (2015) Service employees'
willingness to report complaints scale: cross-country application and replication. Journal
of Business Research, 68 (3), pp. 500-506.

71



WANG, Y., LO, H.P. and YANG, Y. (2004) An Integrated Framework for service quality,
customer value, satisfaction: evidence from China’s telecommunication industry.
Information Systems Frontiers, 6(4), pp. 325-340.

WARFIELD, D. (2010) IS/IT research: a research methodologies review. Journal of Theoretical
and Applied Information Technology, (2)3, pp. 28-35.

WELCH, E.W., HINNANT, C.C. AND MOON, M.J. (2005). Linking Citizen Satisfaction with
E- Government and Trust in Government. Journal of Public Administration Research and
Theory, 15, (3): 371-391.

WELHEISER, J. G. and GWINN, N. E. (2015) Preparing for the Worst, Planning for the Best.
Miinchen: Associated Press.

WETSCH, F. (2006) Marketing research. 6 ed. Upper Saddle River: Prentice Hall.

WILSON, A., ZEITHAML, V.A., BITNER, M. and GREMLER, D.D. (2012) Services
marketing: integrating customer focus across the firm. 2" ed. Maidenhead: McGraw-
Hill.

WISNIESWSKI, M. (2002) Assessing Customer Satisfaction with Local Authority Services
Using SERVEQUAL. Total Quality Management, 12, (7&8): 995 - 1002.

WONG, A. and SOHAL, A. (2002) An examination of the relationship between trust,
commitment and relationship quality. International Journal of Retail and Distribution
Management, 30(1), pp. 34-50.

WORLD BANK. (2015). The World Bank Annual Report 2015. Washington, DC: World Bank.

XIN, Y., CHAI, K., OJANEN, V. AND BROMBACHER, A. (2013). The Moderating Effects of
Service Solution Characteristics on Competitive Advantage. The Service Industries
Journal, 33, (15— 16): 1633 — 1658.

XU, Y., GOEDEGEBUURE, R. and VAN DER HEIJDEN, B. (2006) Customer perception,
customer satisfaction, and customer loyalty within Chinese securities business: towards a
mediation model for predicting customer behaviour. Journal of Relationship Marketing,
5(4), pp. 79-104

YAYLA-KULLU, H.M., TANSITPONG, P., GNANLET, A.,, MCDERMOTT, C.M. and
DURGEE, J.F. (2015) Employees’ national culture and service quality: an integrative
review. Service Science, (7)1, pp. 11-28.

YEN, C,, LIU, L., CHEN, C. and LEE, T. (2014) Customer relational benefits and relationship-
marketing outcomes: comparing three transaction types of travel product. Asia Pacific
Journal of Tourism Research, 20(2), pp. 171-190.

YIN, R. K. (2006) Mixed methods research: are methods genuinely integrated or merely parallel?
Research in the Schools, 13(1), pp. 41-47.

YIN, R. K. (2009) Case study research: design and methods. Los Angeles: Nelson Press.

YUKSEL, A. and YUKSEL, F. (2008) Customer satisfaction: conceptual issues. customer
satisfaction: a critical review. Journal of Hospitality and Tourism Research, January, 25(2),
pp. 107-131.

ZEITHAML, V. A. (2002) Service excellence in electronic channels, Managing Service Quality
(12:3), pp. 135-138.

ZEITHAML, V. A, BITNER, M.J. and GREMLER, D. D. (2009) Services marketing:
integrating customer focus across the firm. 5" ed. New York: McGraw-Hill.

ZEITHAML, V. A, PARASURAMAN, A. and MALHOTRA, A. (2002) An Empirical
Examination of the Service Quality-Value-Loyalty Chain in an Electronic Channel. North
Carolina: University of North Carolina.

72



ZEITHAML, V.A., BITNER, M.J. and GREMLER, D.D. (2006) Services marketing: integrating
customer focus across the firm. 4" ed. New York: McGraw-Hill.

ZEITHAML, V.A., BITNER, M.J. and GREMLER, D.D. (2012) Services marketing: integrating
customer focus across the firm. 6™ ed. New York: McGraw-Hill Education companies.

ZHAO, L., LU, Y., ZHANG, L AND CHAU, P.Y.K. (2012). Assessing the Effects of Service
Quality and Justice on Customer Satisfaction and the Continuance Intention of Mobile
Value-Added Services: An Empirical Test of a Multidimensional Model. Decision Support
System, 52: 645 — 656.

HU, F.X.,, WYMER, W. and CHEN, I. (2002) IT-based services and service quality in
customer banking. International Journal of Service Industry Management, 13(1), pp. 69-
90.

ZIKMUND, W.G. and BABIN, B.J. (2007) Essentials of marketing research. 3" ed. Mason:
Thomson South-Western.

ZIKMUND, W.G. and BABIN, B.J. (2012) Essentials of marketing research. 4" ed.
Independence, KY: Cengage Learning.

ZIKMUND, W.G., BABIN, B.J.,, CARR, J.C. and GRIFFIN, M. (2010) Business research
methods. 9" ed. Ontario: South-Western Cengage Learning.

ZIKMUND, W.G., MCLEOD, R. and GILBERT, F.W. (2003) CRM: integrating marketing
strategy and information technology. Hoboken: Wiley.

73



APPENDIX 1

ETHICAL CLEARANCE

g, UNIVERSITY OF ™
[ KWAZULU-NATAL
. INYUVES!
™, YAKWAZULU-NATAL
29 May 2018

Mr David Mkhwanazi (210538747)
School of Management, IT & Governance
Pietermaritzburg Campus

Dear Nr Mknwanazi,

Protocol reference number: HSS/0397/018M

Project Title: Measuring Service Quality delivery at Impendle Local Municipality in KwaZulu-Natal

Approval Notification — Expedited Application
In response to your application received 07 May 2018, the Humanities & Soclal Sciences Research Ethics Committee has

considered the abovementioned application and the protocol has been granted FULL APPROVAL.

Any alteration/s to the approved research protocol i.e. Questionnaire/Interview Schedule, Informed Consent Form, Title of the
Praject, Location of the Study, Research Approach and Methods must be reviewed and approved through the amendment
/madification prior to its implementation. In case you have further queries, please quote the above reference number.
PLEASE NOTE: Research data should be securely stored in the discipline/department for a period of 5 years.

The ethical clearance certificate is only valid for a period of 3 years from the date of issue. Thereafter Recertification must be

applied for on an annual basis.
| take this opportunity of wishing you everything of the best with your study.

Yours faithfully

Professor Shenuka Singh (Chair)

/ms

Cc Supervisor: Dr Sanjay Soni
Cc Academic Leader Research: Professor Isabel Martins
Cc School Administrator: Ms Debbie Cunynghame

Humanities & Social Sciences Research Ethics Committee

Professor Shenuka Singh (Chair)

Westville Campus, Govan Mbeki Bullding
Postal Address: Private Bag X54001, Durban 4000
Telephone: +27 (0) 31 280 3587/8350/4557 Facsimile: +27 (0) 31 260 4608 Email: ximbap@ukzn,ac.za / snymanm@ukzn.ac.za / mohunp@ukzn.ac.za

Waebsite: www.ukzn.ac.za

1 1910 - 2010 ‘

100 YEARS OF ACADEMIC EXCELLENCE

Fevrding Gemnuses  @m Edgewnod w Howard College Medical School  wm Pietarmaritzburg

74

m Wastvile



APPENDIX 2

GATEKEEPER’S LETTER

I —..Z~ Q_Sha‘,c}féslc._ in my capacity as )QC.EI o m M'

............. aofeeeefoclol R hereby give permission to
Student name: Vusumuzi David Mkhwanazi Student No. 210538747 to conduct research in my Local Municipality.

The student MAY/MAY NOT (delete whichever is not applicable) use the name of the organisation in the dissertation.

Signature of Manager/Owner/Gatekeeper:........... sesate  smmmace . sessemssssmssasmsensnnrtsrbrarnne

Company Stamp:

i
Locatl Municlp
L arvrtiyy

2018 -04- ¢ 0

Priv te x 512
‘3227

75



APPENDIX 3

QUESTIONNIARE

RESEARCH TOPIC

Measuring Service Quality Delivery at Impendle Local Municipality in KwaZulu-Natal

The RATER (SERVQUAL) service quality framework asks customers about their expectations
and experiences across the five RATER dimensions of quality. The measure of quality is the gap
between expectation and experience. Please complete your responses with specific regard to the
concepts of enquiry by placing a TICK in the appropriate box.
RESPONDENTS MAY WITHDRAW THEIR PARTICIPATION AT ANY TIME,
SHOULD THEY SO WISH
PARTS OF QUESTIONNAIRE
Part One: Demographic information
Part Two: Concepts of inquiry:
Customer EXPERIENCE of the service quality
Part Three: Concepts of inquiry:
Customer EXPECTATIONS of the service quality

PART ONE: DEMOGRAPHIC INFORMATION

Please tick the most appropriate response

1 | Gender of respondent ' Male Female

2 | What is your race Black Coloured | Indian White Other (specify)
group?

3 | What is your age? 21-30 | 31-40 | 41-50 | 5160

4 | Please indicate your | <R10000 R10001-R20000 | R20001-R30000 K R30001+
income group

5 | What is your present | Legal Divorced Widowed Single Other
marital status? married

6 | Highest level of No schooling | Primary Secondary Tertiary Other
education Education Education Education
successfully
completed?
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7 | Current occupation? | Student Businessman | Government | Private Unemployed
Servant Sector
worker
PART TWO:

CLIENT EXPERIENCE OF THE SERVICE QUALITY

Indicate your agreement with the following statements regarding your EXPERIENCE with service

delivery at the Impendle Local Municipality

SECTION 1: RELIABILITY

Strongly Strongly
IN MY EXPERIENCE... Disagree Neutral Agree
Disagree Agree
1 When a service delivery “response is promised in a certain
time, it does happen
2 My exact specifications of service quality are followed e.g.
sincere interest from employees in solving a problem
3 Municipality statements are accurate and error-free
4 Municipality reports are accurate and error-free
5 Service delivery is performed right the first time
6 Levels of service delivery are consistently good
SECTION 2: ASSURANCE
IN MY EXPERIENCE... Strongly Strongly
Disagree Neutral Agree
Disagree Agree
1 Staff at the Municipality provide service without fumbling
2 Staff at the Municipality are courteous
3 Materials provided are appropriate
4 Materials provided are up to date
5 Staff at the Municipality can use technology quickly
6 Staff at the Municipality can use technology skilfully
7 Staff at this municipality have a good reputation
8 Responses given by staff are accurate
9 Responses given by staff are consistent
10 Materials used are easy to understand
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SECTION 3: TANGIBILITY

IN MY EXPERIENCE... Strongly Strongly
Disagree Neutral Agree
Disagree Agree
Facilities at the Municipality are suitable
The technology at the Municipality looks modern
Facilities at the Municipality are neat
Staff at the Municipality are neat
SECTION 4: EMPATHY
IN MY EXPERIENCE... Strongly Strongly
Disagree Neutral Agree
Disagree Agree
Staff try to determine what my specific issues are
The level of service is consistent with what | require
The level of service cost is consistent with what | can afford
Staff at the Municipality are polite
Staff at the Municipality show respect
Staff at the Municipality are considerate
Staff are able to clearly explain to me the various options of
service available
Staff at the Municipality avoid using technical jargon when
speaking to me
SECTION 5: RESPONSIVENESS
IN MY EXPERIENCE... Strongly Strongly
Disagree Neutral Agree
Disagree Agree

When there is a problem staff at the Municipality respond

quickly

Staff at the Municipality are willing to answer my questions

It is easy for me to talk to knowledgeable staff when I have

a problem

Service access points are conveniently located

Specific times for completing tasks are generally given
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PART THREE:
CLIENT EXPECTATION OF THE SERVICE QUALITY

Indicate your agreement with the following statements regarding your EXPECTATIONS of service

delivery at the Impendle Local Municipality

SECTION 1: RELIABILITY
Strongly Strongly
I expect ... Disagree Neutral Agree
Disagree Agree
1 Responses to service delivery happen when promised
2 My exact specifications of service quality are followed
3 Municipality statements to be accurate and error-free
4 Municipality reports to be accurate and error-free
5 The service to be performed right the first time
6 The level of service to be consistently good
SECTION 2: ASSURANCE
Strongly Strongly
I expect ... Disagree Neutral Agree
Disagree Agree
1 Staff at the Municipality to provide service without fumbling
2 Staff at the Municipality to be courteous
3 The materials provided to be appropriate
4 The materials provided to be up to date
5 Staff to have the knowledge to use technology quickly
6 Staff to have the knowledge to use technology skilfully
7 Staff to have a good reputation
8 The responses given by staff to be accurate
9 The responses given by staff to be consistent
10 The materials used to be easily understood
SECTION 3: TANGIBILITY
Strongly Strongly
I expect ... Disagree Neutral Agree
Disagree Agree
1 Physical facilities at the Municipality to be suitable
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Technology at the Municipality to look modern

Facilities at the Municipality to be neat and presentable

Staff at the Municipality to be neat and presentable

SECTION 4: EMPATHY

I expect ...

Strongly

Disagree

Disagree

Neutral

Agree

Strongly

Agree

Staff at the Municipality to be able to determine my specific

issues

The level of service delivery to be consistent with what |

require

The level of service delivery costs to be consistent with what

| can afford

Staff to be polite to me

Staff show respect to me

Staff to be considerate to me

Staff to be able to clearly explain to me the various options

of service delivery available

The staff to avoid using technical jargon when speaking to

me

SECTION 5: RESPONSIVENESS

I expect ...

Strongly

Disagree

Disagree

Neutral

Agree

Strongly

Agree

Staff to be able to respond quickly when solving problems

Staff to be willing to answer my questions

To easily be able to talk to knowledgeable staff when | have

a problem

Service access points to be conveniently located

Specific times for completing tasks to be given

Thank You
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APPENDIX 4

CONSENT LETTER

Title of research project:
Measuring Service Quality Delivery at Impendle Local Municipality in KwaZulu-Natal

Name and Position of Researcher:

| David Postgraduate student, School of Management, IT and Governance, University of
KwaZulu-Natal.

CONSENT FORM
I, , confirm that I have read the information sheet that
descrlbes this study and have had an opportunlty to ask questions so as to understand the purpose
of the study.
I understand that my participation is voluntary and that I am free to withdraw at any time without
giving any reason.
| understand that if I do not wish to answer any or all of the questions | may take a break or leave
the interview at any time.
| understand that if 1 have any questions or concerns about my rights as a study participant, or if
I am concerned about an aspect of the study or the researchers then | may contact:

Mrs Mariette Snyman

Humanities and Social Science Ethics (HSSREC) Research Office,

Govan Mbeki Building, Westville Campus, Private Bag X54001, DURBAN 4000
Tel: 031 260 8350 Snymanm@ukzn.ac.za

I am aware that any information I provide will be treated in the strictest confidence.
Please tick box
Yes No

| agree to take part in an audio-recorded interview.

I give permission for brief extracts of my interview to be used for

research purposes with strict adherence to anonymity.

Signature of participant: Date:

Signature of witness: Date:
(where applicable)

Signature of translator: Date:
(where applicable)
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APPENDIX 5

DECLARATION LETTER

This is to declare that I, Vusumuzi David Mkhwnazi undertake to ensure that the privacy of the
respondents will be protected. I will not use the participants’ name in any part of this research
report. Any information received in this study will be coded and securely stored. When the study
is completed, all the codes relating to the participants will be destroyed.

I also confirm that participants have the right to withdraw from the study at any point without
any negative consequences.
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