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Abstract

This study involves both a qualitative and quantitative analysis for the service quality of
public services in urban Egypt. The study defines efforts exerted by the Egyptian government to
develop public services in a certain area which is New Cairo. This is done through unstructured
interviews with researchers in this field. Two researchers were interviewed and a comparison
was done between their answers with reference to the literature. Methods used by to develop
service quality in public services were acknowledged. For the qualitative analysis, the
SERVQUAL tool developed by Parasuraman et al. (1988) was used. Translated to Arabic, a pilot
study of sample size 40 respondents was administered. The questionnaire was modified to fit
respondents’ arguments. A sample size of 200 was used of which 145 usable questionnaires were
acquired. After analysis, the highest gaps were pertaining to the clients’ belief that service
providers do not have their clients’ interest at heart nor do they show effort in solving clients’
problems. Other high gaps came from the physical aspect of how public service employees dress,
as well as the appearance of public services buildings. Some limitations and managerial
implications were introduced at the end of the study.

Keywords: Public services, SERVQUAL, Egypt

Introduction

“The fundamental raison d’étre of governments is the delivery of services to its people”
(1) .These services are mainly provided though governmental agencies such as public
transportation, public education, social services, fire services and health care. But unlike private
services, public services do not primarily seek profits. “Traditionally, public services are
described as (non-productive) and a drain on the (wealth-producing) part of the economy in
developing countries (2). In a report issued by the university of Greenwich it was noted that The
steady rise of public spending for the past 150 years, in all countries, demonstrates a powerful



link between public spending and economic and social development, “Spending is now at
historically high levels of 40% of gross domestic product (GDP) in OECD countries, and rising
in developing countries” (3). Spending comes mainly from taxpayers who not only have a right
in knowing how governments spend their money but also, whether the service is of good value
for money or not. The above mentioned reasons formulate fundamental basis for this study.

This study investigates the service quality in Egyptian public services. Service Quality in public
services is a topic which has been presented in many studies in different countries (4); (5); (6);
(7); (8); (9); (10), yet nearly neglected in Egypt. The public service like any service provider
necessitates the delivery of high quality services to the public in order to guarantee citizen
satisfaction except limited funding is available.

Literature Review

A. Service Quality in Public Services

In Scotland; Wisniewski et al. (1996) discussed the major issues public sector organizations
need to address in their search for an adequate measure of service quality, assess the potential of
the SERVQUAL instrument for the public sector and report on an application of the instrument
to a public library service (4). In 2001 Brysland and Curry explained the new context in which
public services are delivered, emphasizing the relevance of improving service quality. The
SERVQUAL tool was used in this study to improve both process management and strategic
planning in North Lanark shire Council (7). In the same year Wisniewski emphasized the use of
clear customer/citizen focus across all public services using an adapted model of SERVQUAL
across a range of Scottish council services. Wisniewski was able in this study to support using
the SERVQUAL by concluding that public sector service managers found the gap approach and
the dimension approach both conceptually attractive and operationally useful (6).

In Malaysia; Sharifuddin (1998/1999) used the SERVQUAL tool to measure service quality
at ten public transportation departments. 400 copies of SERVQUAL questionnaire were
distributed to the customers and also service providers of six state departments around Malaysia.
He found that even though the public transportation department understands the needs of the
customers but the perceptions of the customers are higher. Therefore, this showed that
customers’ expectations were not met (11). Agus et al. distributed two separate modified
SERVQUAL models within Malaysian Ministries with results demonstrating a strong correlation
between service quality dimensions, service performance, and customer satisfaction, Agus et al.
had to modify the questionnaire to tailor for measuring customer satisfaction and service
performance alongside service quality (8). In 2010 Ilhaamie distributed and used the
SERVQUAL tool in 300 public organizations. The conclusion came out quite favorable for
Malaysian public services. The tangible dimension was found to be most important. The
reliability dimension was found to be the most unmet dimension.

Other countries had their share in this topic including Mauritius where Munhurrun et al.
(2010) adopted the SERVQUAL tool to asses and understand the extent to which service quality
is delivered in Mauritian public services by investigating the match between customers’
expectations and front line employees’ perceptions of customer expectations. The findings
revealed that there is a significant shortfall between the perception of employees and meeting
customer expectations. Although employees understand customers expectations they fail to meet
them (9).

B. The SERVQUAL tool



Although very difficult to measure and define, service quality is recognized by academia as
the most vital factor that contributes to the establishment of credibility and reputation of the
organization in the eyes of the public (12). Wisniewski defines service quality as the difference
between customer expectations of service and perceived service (6). In 1985, Parasuraman et al.
conducted an investigation to formally delineate service quality. The investigation was based on
direct interviews with executives from 4 types of service businesses. Focus groups composed of
customers of these businesses who have recently interacted and received a service from them
were also conducted; as a result of the investigation 10 determinants of service quality were
identified (13). In 1988 the same researchers were able to combine the ten determinants into only
five determinants (14). Building on the five determinants Parasuraman et al. (1988) were able to
develop a tool for measuring service quality by incorporating the gap analysis idea, which
measures quality as the difference between customer expectations and perceptions.

DETERMINANTS OF SERVICE QUALITY, (14)

No. Determinant Description

1- Assurance Knowledge and courtesy of employees and their ability to inspire trust and
confidence

2- Empathy Caring and individualized attention the firm provides its customers

3- Reliability Ability to perform promised services dependably and accurately

4- Responsiveness ~ Willingness to help customers and provide prompt service

5- Tangibles Appearance of physical facilities, equipment, personnel and

communication material

C. Service Quality in Egyptian public services

There is no published literature about measuring service quality in Egypt, but there is
evidence that service quality has been tackled by the Ministry of State for Administrative
Development (MSAD) - the main concerned party responsible for the development of public
services- which has previously published a report in the year 2010 stating it’s work plan through
the year 2012 (MSAD, 2010). Although the report was comprehensive in many ways yet it failed
to measure service quality before 2010 and it failed to affirm whether it needs measurement or
not (15).

Methodology
The first section of the study explores the types of actions taken by the Egyptian
government in the past five years to enhance the quality of public services in urban Egypt. This
section will also contribute to the validity of using SERVQUAL as a measurement tool for
public service quality. Data Collection will be achieved through interviews and a comparative
analysis with literature will be done to show understanding of basic literature findings.
In this study unstructured open ended interviews would be used for the following reasons:
- It is a flexible method not restricted to asking certain types of questions to the
interviewee
- Each interviewee is different (practitioners and researchers). Each interviewee is
encouraged to speak openly.



- The interviewer has received little or no training in conducting interviews and would like

to acquire knowledge about the interviewees’ experiences.

- No previous knowledge is available or published about the topic in concern.

- Validation is required for a certain process or method.

Egyptian researchers in public management and administration were contacted via e-

mail. From about ten e-mails sent two respectful researchers replied, a scholar interested in
developing high quality public services in Egypt which is also a professor of management in one
of the Egyptian national universities (16) and a researcher working at the Ministry of
Administrative Development who wishes to remain anonymous (17). Through communication
and answers of the interviewees the use of the SERVQUAL was validated for this study.
The second section of the study investigates the quality of public services in urban Egypt. This
will be achieved by applying the SERVQUAL tool developed by Parasuraman et al. (14) to
examine the gap between citizen expectations of service quality dimensions and their perceptions
of the service dimensions provided. Citizens are asked to rate each quality item (from 22 items)
on a scale of 1 to 7 where 1 indicates strongly disagree and 7 indicates strongly agree. Two
sections were included in each questionnaire one for the citizens’ expectations and the other for
his/her perceptions. The gap is the difference between both perceptions and expectations for each
1tem.

A copy of the SERVQUAL questionnaire was derived from the original copy included in
the Parasuraman et al. study (14). The questionnaire was adjusted for private services since the
study pointed out that sometimes a few words should be changed in order to use the tool in
different contexts. A few words were changed such as changing organization to public offices.
This questionnaire was then sent to a translation office certified by the UNESCO. The translated
version was handed in both soft and hard copy. 50 copies were made after that and were ready
for pilot testing. From the 50 copies only 40 were distributed and 25 returned.

The methodology used in this section is equivalent to what many scholars used in their
researches within Malaysian, Mauritius and Thailand. In this study non probability convenience
sampling is used

A sample size of 250 was used in other studies measuring satisfaction of the respondents

with public services( (9) and (12) )so the target sample was 250 from which 145 usable
questionnaires were returned and used in the analysis.
SPSS was used to analyze the data collected; Descriptive data analysis was used to describe
respondents’ demographic characteristics and to evaluate the different aspects of the
SERVQUAL scale (Expectation, Perception and gap scores). Cronbach’s alpha was used to
measure reliability of measures. T-test analysis was performed in order to identify the most
important dimensions of service quality gaps as well as to find out the significance of the gaps.

Findings
A. Qualitative results

Both interviewees had some knowledge about the importance of improving service
quality in the public service sector in Egypt. But the question is to what extent and what
measures were taken? In order to validate the tool used basic items from which the tool is based
on should be acknowledged by the interviewee. This means that the interviewee should know
first what public service quality is before validating the tool used for measuring it. For this
purpose the following table shows knowledge of both interviewees with respect to literature.

COMPARISON OF INTERVIEWEES RESPONSES



Items acknowledged

Professor of Business Quality researcher

The complexity of the concept of
public services

In reference to the literature both specialists showed low interest in trying to
define exactly the concept of public services although the professor of

business showed some interest in the definition of public services.

The characteristics of public services

The professor showed exact

knowledge of the literature.

Knowledge of some characteristics
was apparent in the items of the
questionnaire.

The current quality of the Egyptian
public services and methods used to
develop the current quality

Both specialists agree on the deteriorated state in which the current public
services lies. And they also agree that the only way to develop the public
services is to develop the quality of the current public services.

The only methods mentioned were those of the ministry previously

described in the interview.

Items of service quality

The professor gave a very systematic
list of service quality items which
should be measured and developed.
His list was very close to
Parasuraman et al. (13) determinants
of service quality.

The researcher showed interest in
many items included in Parasuraman
et al. (13) determinants of service
quality and showed interest in
additional items such as the cost of
the service, the different methods of
payment, the incidence of bribes and
the ability of the employee to work
with special needs.

The acknowledgement of
SERVQUAL

The professor acknowledges the
tool.

The researcher is abiding to the
common assessment framework
related to European standards.

Both Interviewees validated the use of SERQUAL as a measurement tool and gave
informative responses to the actions taken by the government in the last 5 years which
concentrated on the following points:

- Simplifying access and facilitating delivery

- Increasing accuracy

- Promoting transparency and accountability
- Reducing Administrative Burden
B. Qualitative results-General findings
In order to understand the results more a comparison was done using information
retrieved from a Malaysian study (10) as well as a Mauritius Study (9). The following results
were found comparing demographics of all three studies:

COMPARISON OF DEMOGRAPHICS

Characteristics Category Frequency Percent Frequency Percent Frequency Percent
Egypt Malaysia Mauritius

Gender Male 111 76 538 54 192 77
Female 34 24 436 44 58 23

Age <25 16 11 242 24.4 142 57
26-35 56 39 318 32.1 108 43
36-45 223 22.5 N/A N/A
>45 73 >0 195 19.6 N/A N/A

Education Secondary 32 22 293 29.5 N/A 67




Degree 77 53 244 24.6 N/A

Masters/PhD 36 25 53 5.3 N/A

Despite the small sample size the output of the questionnaires were somewhat aligning
with outputs from similar studies in Malaysia and Mauritius. In the gender Egypt and Mauritius
have the highest weights in the male category which is relative to the amount of males present
inside public services in urban Egypt.

In the age characteristics the weights were divided evenly between 50% more than 36
years old and 50% below 36 years old. This is closer to the Malaysian results. In the education
characteristics Egypt has higher percentages in the degree and masters/PhD category than all the
other studies which might reflect on the expectations scores this could because of the area the
study was administered in.

C. Qualitative results-Expectation Scores

The level of expectation among the respondents was examined thoroughly in order to
identify the highest items and dimensions of service quality. The following table concludes the
results obtained by the analysis of the whole expectations survey:

EXPECTATIONS SUMMARY
Dimension Cronbach alpha Mean Min
Tangible 0.784 6.029 5.876 Max
Reliability 0.857 6.194 5.993 6.166
Responsiveness 0.8 6.181 6.014 6.345
Assurance 0.806 6.217 6.062 6.283
Empathy 0.835 5.836 5.262 6.345

The expectations scores for the overall dimensions included in the expectations survey is
compared with the same scores obtained in Malaysia and Mauritius. The following table
summarizes the comparison:

EXPECTATIONS COMPARISON

Dimension Mean Egypt  Mean Malaysia Mean Mauritius
Tangible 6.029 4.69 4.44
Reliability 6.194 581 474
Responsiveness  6.181 4.67 4.66

~ Assurance 6.217 4.81 4.70
Empathy 5.836 5.73 4.40

Expectations for the Egyptian sample are higher than the rest of the samples. This might
have psychological implications from the Egyptian culture. Egyptians seem to have more
expectations or are less tolerant with the status quo. Another factor which could have resulted in
this result is the time in which the survey was administered. After the 25th January revolutions
hopes in the Egyptian society are higher than any other time. Also the place where the survey
was administered is another factor since the education level in the urban Egyptian society is
much higher than it is in the rural Egyptian society. The lowest expectations score was in the
Empathy dimension which was due to the low score in the “availability of workers for personal
interests” item included in the Empathy dimension. It seems that the Egyptian urban culture does



not believe that there should be a person present within public services for special cases and
personal attention. This could be taken either positively or negatively. The positive aspect of this
is that each and every client will be treated equally. The negative aspect of not having such a
worker is the inability of public service to satisfy all customers with their various and different
needs. On the extreme side an example of a deaf customer would rather obligate the presence of
an employee who knows sign language.
D. Qualitative results-Perception Scores

The level of quality perception among the respondents was examined as well. This was
done by calculating overall perception scores of all items included in the survey of the different
items and dimensions of service quality. The following table concludes the results obtained by
the analysis of the whole perception survey:

PERCEPTIONS SUMMARY
Dimension Cronbach

alpha Mean Min Max
Tangible 824 3.172 2.972 3.566
Reliability .893 3.521 3.310 3.855
Responsiveness 865 3.700 3.503 3.897
Assurance 829 3.576 3.372 3.821
Empathy 852 3.124 2.593 3.676

The perception scores for the overall dimensions included in the expectations survey is
compared with the same scores obtained in Malaysia and Mauritius. The following table
summarizes the comparison:

PERCEPTIONS COMPARISON

Dimension Mean Egypt Mean Malaysia Mean Mauritius
Tangible 3.172 4.23 2.87
Reliability 3.521 5.26 2.85
Responsiveness 3.700 423 2.82
Assurance 3.576 4.40 2.97
Empathy 3.124 5.30 2.87

Malaysia rates number 1 in the perception scores. Egypt rates number two and Mauritius
rates third. The highest dimensions in the three countries differ, in Egypt the highest dimension
is responsiveness. In Malaysia it is Empathy, and in Mauritius it is Assurance. Egyptian scores
being higher than Mauritius is explainable, probably this is due to the efforts exerted in the last 5
years especially in the new identification system which is totally computerized. Analyzing the
output the following could be concluded:

The least perception goal was the score for tangibility this indicates that the four items
require more examination from the management in order to increase the perception score.
Modern equipment scored the highest in this dimension and buildings scored the lowest. Public
buildings in Egypt are both dirty and no maintenance is scheduled which leads to dark, dirty,
disturbing and bad smelling building.



Empathy follows in the least scored perception dimensions. The low score is mainly due
to the lack of interest of the employees to have the clients’ comfort at heart. This could be due to
the lack of trainings given to public services employees. Training is an essential tool which is
used to increase the relation between clients and employees in the service industry.

The highest perception score came from the responsiveness dimension and this is due to
the high score of the item “the required time is mentioned” it seems that the time required to
issue any public paper is mentioned and known before starting the process.

E. Qualitative results-Gap Scores

The following table concludes the results obtained by the gap analysis of the whole

survey:

GAPS SUMMARY
Dimension Cronbach alpha Mean Min Max
Tangible 813 -2.857 -3.076 -2.448
Reliability 897 -2.673 -3.014 -2.152
Responsiveness 877 -2.481 -2.538 -2.386
Assurance 829 -2.641 -2.862 -2.407
Empathy .869 -2.712 -3.476 -2.021

Gap scores for the three countries are provided below in the following table. The
difference between perceptions and expectations is a relevant measure for the service quality of
the public service in question:

GAPS COMPARISON
Dimension Mean Egypt Mean Malaysia  Mean Mauritius
 Tangible -2.857 -0.09 1.42
Reliability 2,673 0.1 -1.88
Responsiveness  -2.481 -0.09 -1.79
Assurance -2.641 -0.08 -1.63
Empathy -2.712 -0.09 -1.59

Given the high expectation scores and the medium perception scores, the gap scores in
Egypt are higher than in any of the two countries in comparison. Again the most gaps are present
in the same two dimensions which are Tangibility and Empathy. The same argument applies in
this section to both dimensions the physical assets of the public services is a very important
aspect of service quality. Although very costly but the application of a queuing system would be
beneficial in urban Egypt. Also the presence of a comfy waiting area would be beneficial, since
sometimes a drivers license could take more than 3 hours to issue. A blueprint for every
employee would also be beneficial. Every employee should start the process by greeting the
client. On the other hand the smallest gap is the result of the responsiveness dimension. This is
due to the high perception and expectation scores in this dimension as mentioned above.

F. T-Test Scores

The main reason behind this test is twofold, the first is to identify the items which led to
the highest gap values, and the second one is to find whether there is a significant difference
between both expectations and perceptions values. The results show the following:



1- The most gaps (-2.9 or less) come from the following items:
As mentioned above “service providers should have their clients’ interest at heart” with a
gap of (-3.476) has the highest gap which sheds light on the interfacial deficiencies in the
employees work process.
“Well dressed employees” surprisingly came in second place with a gap of (-3.076). This
implies that the external figure of employees reflects the perceived quality of the service
providers.
Another high gap (-3.014) was observed in the “show effort in solving clients problems”
item. This is coherent with the first high item “service providers should have their clients’
interest at heart”.
The fourth item is “good looking and appealing files and folders” with a gap of (-3.0).
Again this item is coherent with the second highest gap item which emphasizes the fact
that appealing external form of the service provider is very important for the overall
perceived quality.
The fifth item is “Mastering the Level of service” with a gap of (-2.917) which is under
the Reliability dimension which reveals that employees in the point of view of citizens do
not understand the needs of the citizens from the service provided.
The sixth item is “Beautiful Buildings” which is under the tangibility dimension again
adding to the fact that tangibles play an important role in service quality from the point of
view of the citizens.

2- From the very low p-values it could be concluded that there is a significant difference
between the perceived quality results and the expected value results.

Conclusion

Analysis was done through the application of the SERVQUAL tool which measures the
difference between perceptions and expectations of citizens visiting public services in Urban
Egypt. From the service dimensions point of view tangibility and empathy create the highest lag
in Urban Egypt public service quality. The results proved to be reliable in the context of urban
public services. These results should be provided to officials in the public services organizations
in an attempt to communicate the results obtained to supervisors and employees.

The results show that more training should be offered to employees working in the public
services organizations to help them realize client’ needs and acknowledge their interests. Also
the results show that the whole physical aspects of the public service premises should be
developed into more modern sites with updated electronic infrastructure.
Recommendations for future research would lie within two main studies.

Operational studies are required in order to examine the effect of improving some
operational aspect of the public services process (such as waiting line models, service operations
planning and control, and capacity management) on the overall output and perceived quality.
Training could teach employees how to show interest and hence increase the highest gap.
Uniforms would be an appropriate way to decrease the second highest gap.

Introducing complaint centers would be a good means to decrease the third highest gap.
The fourth and sixth highest gaps would only be decreased by a total rejuvenation of the public
service sites which should be a part of a municipal plan in order to finance and execute. The fifth
highest gap could be combated by introducing preplanned solutions for most of the prevalent
problems facing clients. Service blueprints should be distributed to all employees and clients in
order to trace the service path. Financial studies are required in order to examine the total cost of
operations and site development (improving electronic software and databases, improving



ambiance) and its effect on perceived quality. Also studies in the type of trainings required for
employees in public services are necessary to bridge the gap between employee qualifications
and client expectations. Measurement of public service quality should be a basic and cyclic
procedure applied regularly in order to assure service quality in public services. Results should
be taken seriously by officials to ensure that there is an increase in the confidence of the public
towards the public services.
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