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Abstract: This study aimed to determine the Service Quality of an
Educational Institution Office Employees and to propose a
training design based on the findings of the study. Convenient
sampling technique was used in identifying the 226 respondents.
Non-experimental quantitative single-variable research design
was used through SERVQUAL model. Google form
questionnaires were used in collecting the data. Also, mean and
ANOVA techniques were used for statistical tools. Results
showed very high level of service quality of Pag-IBIG Fund office
employees. Accordingly, the results on service quality such as
tangibles, reliability, responsiveness, assurance, and empathy
were on a very high level yet still need for further enhancement
as recommended in the study. Moreover, there was significant
difference in the service quality of an Educational Institution
office employees when analyzed by office divisions in tangibles
specifically.

I. INTRODUCTION
Rationale

There have been clamors of poor service deliveries in the
public sector. In fact, ever since the inception of the Civil
Service Commission’s (CSC) 8888 helpline, various agencies
were flooded with complaints which were forwarded directly
to the President of the Republic: Social Security System (SSS)
in the release of pensions and benefits division; Land
Transportation Office (LTO) in the issuance of plates and
licenses division; Home Development Mutual Fund (Pag-
IBIG Fund) in the loan grants division; Bureau of Internal
Revenue (BIR) in the processing of papers; and Land
Registration Authority (LRA), in the issuance of land titles
(Torres, 2017).

Since COVID-19 arrived at the Philippine ground in the first
quarter of 2020, national government agencies and local
government units' stability were tested. Due to the massive
number of people infected by the virus in a short period of
time, government agencies are overwhelmed with the
necessary actions resulting in struggles and challenges in
terms of providing quality services to the public (Nicomedes,
& Avila, 2020).

The service industry plays an increasingly important role in
the economy of many countries. In today’s global competitive
environment delivering quality service is considered as an
essential strategy for success and survival (Parasuraman,
Zeithaml & Berry 1985; Reichheld & Sasser, 1990; Zeithaml,
Parasuraman & Berry 1990). Even the public sectors
organizations have come under increasing pressure to deliver
quality services (Randall & Senior, 1994) and improve

efficiencies (Robinson, 2003). Customer needs and
expectations are changing when it comes to governmental
services and their quality requirements. However, service
quality practices in public sector organizations is slow and is
further exacerbated by difficulties in measuring outcomes,
greater scrutiny from the public and press, a lack of freedom
to act in an arbitrary fashion and a requirement for decisions
to be based in law (Teicher, Hughes & Dow, 2002).

Incidentally, the researchers have not come across of any
study that investigates the service quality of an educational
institution office employees that may become basis for
training design. This study is therefore urgent so that it could
fill-in the gap in the existing literatures. Exploring the factors
regarding the existing problems of employees which affect the
service delivery of their office may recommend for future
office innovations and improvements. Furthermore, the
conduct of this study is essential because there is a need to
focus on the service quality of an educational institution office
employees to find appropriate solutions and suitable
resolution where this study dwells into.

Research Objective

This study is intended to determine the service quality of an
educational institution office employees and consequently
propose a training design based on the findings of the study:

1. To assess the level of service quality of an
educational institution office employees in terms of:

1.1 tangibles;

1.2 reliability;

1.3 responsiveness;

1.4 assurance; and

1.5 empathy.

2. To determine the significant difference of service
quality when analyzed by office division.

3. To propose a training design based on the findings.

Hypothesis

This study will test the stated null hypothesis that there is no
significant difference in the service quality of office
employees when analyzed by office divisions.

Il. REVIEW OF RELATED LITERATURE

This section provides different concepts, theories and other
related materials that offer a clearer structure to this study.
The variable is the service quality with indicators such as
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Tangibles, Reliability, Responsiveness, Assurance, and
Empathy (Parasuraman, Berry & Zeithaml, 1991). Tangibles
(appearance of physical facilities, equipment, personnel and
written materials), reliability (ability to perform the promised
service dependably and accurately), responsiveness
(willingness to help customers and provide prompt service),
assurance (knowledge and courtesy of employees and their
ability to inspire trust and confidence), and empathy (caring
and individual attention the firm provides its clients).
Reliability is considered the vital core of service quality.
Other dimensions will matter to clients only if a service is
reliable, because those dimensions cannot compensate for
unreliable service delivery (Berry, Parasuraman & Zeithaml,
1994).

The following reviews are comprised of various principles
and selected literatures about this subject. Several literature
and studies were perused and gathered from journal readings
which are believed to be relevant to the present study.

Service Quality

Primarily, service quality, according to Tjiptono (2008), is a
measurement in what way a service meets the expectation of
the consumer. He further added that coordinated with the
definition, in achieving the quality, the needs and demands of
customers and accuracy in delivering the message must be
fulfilled to meet the expectation of clients. Thus, the quality of
service was influenced by two main factors which are the
expected service and the perceived service. He also discussed
that when the perceived service is being levelled with the
expected service, then the quality is perceived positively or
well. He described that when the expected service is less than
the perceived service, the service quality is perceived as ideal
quality. Conversely, when the expected service is more than
the perceived service, then the quality of service is perceived
as poor or bad.

Further, Parasuraman, Berry and Zeithaml (1988) stated that
the service quality can be explained as a general judgment like
attitude regarding the service and commonly accepted as the
origin of overall client satisfaction (Zeithaml and Bitner,
1996). Additionally, it was defined by Parasuraman et al
(1988) that service quality is the ability of the organization to
meet or to surpass the expectations of clients. It is the
distinction among customer expectations of service and
perceived service as defined by Zeithaml et al (1990).
Moreover, they also described that the comparisons by
expectations of clients with their perceptions of delivered
services by the suppliers will result to perceived service
quality. Furthermore, Parasuraman, Zeithaml, and Berry
(1985); Lewis and Mitchell (1990) explained that when
performance is less than expectations, then satisfactory is
more than perceived quality and thus the dissatisfaction of
clients occurs.

The Local Government Units (LGU) claimed that in spite
structural reforms poor government service is still evident
(Mendoza, 2011). These poor government services vary from
inaction on submitted requests or applications, slow
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processing of papers, snub civil servants, irritable employees,
overcharging of fees, and presence of so-called “fixers” who
promise quick service in exchange for cash (Torres, 2017).
These scenarios make customers impatient and eventually
dissatisfied on the services (Social Security System Davao
City Annual Report, 2011).

Also, the discussions to the issues of services especially on the
public organizations like Pag-IBIG Fund Davao are very
essential to deal with, which is significant on the
organizational development and improvement. In the study of
Head and McCoy (1991), he stressed that Public service
organizations are now being asked to redesign the way
services are delivered with a commitment and to improve the
availability and quality of those services. In the Philippines,
Manasan (2007) suggest that decentralization assures better
local services for an improved quality of life. The importance
of quality service delivery on the Philippine Government-
owned and Controlled Corporations (GOCCs). Ballesteros and
Egana (2013), for instance, found the advantages of an
efficient and effective government service, otherwise
customers will be dissatisfied with the agency and rant with
more complaints.

The first indicator is Tangibles, Parasuraman et al (1985)
described tangibility as the appearance of equipment, physical
facilities, written materials, and personnel. Ananth, Ramesh,
and Prabaharan (2010) defined tangibility as modern looking
equipment, physical facility, employees are well dressed and
materials are visually appealing in their study of private sector
banks.

The second indicator is Reliability which vary on performing
services right the first time; provide services at the promised
time and maintaining error-free record; handling customers'
services problems. Moreover, Parasuraman et al. (1988)
identified reliability as the most important factor in
conventional service. Thenceforth, reliability also involves of
accurate record; accurate order fulfilment; accurate in billing;
accurate quote; keep services promise; accurate calculation of
commissions. He further mentioned that reliability is the most
important factor in front line services (Yang & Fang, 2004).

Besides, Bowen (1986) illustrates that in the presence of
service producer and customer, unlike tangible products,
services are produced and consumed. On the part of
employees and clients during the process of service delivery
the manifestation of human as part of the process significantly
proliferate the chances of error. The said error is because of
the intangible behavioural processes that are hard to control
and monitor. Conversely, the focus on the service clients’
perceived service quality is through extensive amount of
research on service quality and relatively the investigation
with the factors that influence the service behavior of
employees regarding with the service quality delivery has
inadequately paid attention (Parasuraman et al, 1988; Carman,
1990; Parasuraman et al, 1991; Babakus & Boller, 1992;
Cronin & Taylor, 1992; Babakus & Mangold, 1992).
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The third indicator is Responsiveness, as per Parasuraman et
al (1985) is the willingness or readiness of employees to
provide services where it involves timeliness of services.
Likewise, it involves understanding wants and needs of the
clients, individual attention given by the staff, attention to
problems and customers™ safety in their transaction,
convenient operating hours (Kumar, Kee & Manshor, 2009).

Additionally, Surprenant and Solomon (1987) affirmed that
service encounters are human interactions. They
recommended that service provider and clients have
responsibilities after and during service encounter which are
based on interpersonal interactions between clients and
organizations. Service quality in all service encounters is thus
intrinsically affected by the perspectives of both the service
provider and the service receiver. Correspondingly, Czepiel
(1990) established that it is important to include the
perspectives of both the receiver and the provider in the
researches about service quality. However, there has been a
constrained on most of the research on the service quality
construct into one perspective which is that of the service
receiver (Parasuraman et al, 1988; Guerrier & Deery, 1998).
In service encounters a few have considered interactive
features of service quality and applied dual perspectives (Tam
& Wong, 2001; Chow-Chua & Komaran, 2002; Dedeke,
2003; Svensson, 2004; Svensson, 2006).

Moreover, Schneider and Bowen (1985) expressed that the
behaviors and attitudes of the interacted employees can
influence the perceptions of clients with service quality
because service delivery happens during the interaction
between clients and employees. Further, Beatson, Lings and
Gudergan (2008) discovered that perceived employee
commitment, perceived employee satisfaction, and perceived
employee loyalty substantially influence the perceived
product quality and the perceived service quality. It was
further deliberated by Zeithaml and Bitner (1996) that contact
employees symbolize the organization and has direct impact
with client satisfaction where they play the task of marketers.
Whether recognized or not, service employees perform
marketing tasks. Their good performance with their functions
will be advantageous to the organizations while their poor
performance will result to detriment of the organization.
Likewise, Bettencourt and Gwinner (1996) described that
front-line employees can modify not only the services of the
organization, but also their strategies on delivering those
services.

Parasuraman et al (1988) suggested that customer
expectations are what the customers think a service should
offer rather than what might be on offer. Zeithaml et al (1990)
identified four factors that influence customers’ expectations:
word-of-mouth  communications; personal needs; past
experience; and external communications. A gap is created
when the perceptions of the delivered service is not as per the
expectations of the customer. This gap is addressed by
identifying and implementing strategies that affect
perceptions, or expectations, or both (Parasuraman et al, 1985;
Zeithaml et al, 1990).
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The fourth indicator is Assurance, Parasuraman et al (1985)
explained assurance as courtesy and knowledge of employees
and their ability to inspire confidence and trust. As per Sadek,
Zainal, Taher and Yahya (2010) in British banks assurance
defined as friendly and polite staff, interior comfort, provision

of financial advice, knowledgeable and experienced
management team, and eases of access to account
information.

Subsequently, the client reactions, actions, and other

characteristics are three things that intensively influence the
front-line service personnel’s mannerisms and actions
(Solomon et al, 1985; Matzler, Fuchs & Schubert, 2004).
Clients basically establish their reactions of the level of
service provision of organization based on their interactions
and encounters with front-line employees. Thus, those
employees who are directly involved in the front-line service
delivery are those who can provide essential information that
could help in improving services. Front-line employees are
full of knowledge about the strengths and weaknesses of the
services in organizations through their direct interactions with
the clients which is very important form of feedback that can
be utilized by the organizations in making decisions to better
serve clients. Based on the researched by Schneider and
Bowen (1985), it has established positive correlation between
the attitudes of employees and those of clients, which includes
the perceptions of service quality of employee and client.

Lastly, as per Paulrajan and Rajkumar (2011) services are
forms of attitude which are related to satisfaction and lead to
consumers’ preferences. From the perspective of the
organization, there is a desire to survive and compete in a
global environment. Base on the clients’ perspectives, there is
a desire for better service quality.

The last indictor is Empathy, Parasuraman et al (1985)
identified empathy as the individual attention and caring
which the organization provides with its clients. It consists
giving clients individual attention and employees
understanding to the needs of their clients and convenient
business hours. Moreover, Ananth et al. (2010) stated
empathy in their study as giving individual attention; giving
personal attention; convenient operating hours; understand
client’s specific needs and best interest in heart on private
sector banks.

Services of public sector are responsible and accountable to
communities and citizens as well as to its clients. Numerous
researchers have dealt with service quality in public services
(Wisniewski, 1996; Rowley, 1998; Wisniewski, 2001;
Brysland & Curry, 2001). Likewise, Brysland and Curry
(2001) specified that the literature obviously supported the use
of SERVQUAL (Service Quality Model) in the public
organizations. As said by Gowan, Seymour, Ibarreche, and
Lackey (2001), public organization service provision is very
complex for it is not merely just meeting the expressed needs,
but of realizing the unexpressed needs, establishing priorities,
allocating resources and justifying and accounting in public
things that has been accomplished. Also, Caron and Giauque
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(2006) draw attention to the new professional issues which
occurred from the latest tools and principles enthused by the
shifting of new management in public.

Subsequently, the quality of service stipulated by a public
university health clinic was also measured by Anderson
(1995). The five-dimensions of SERVQUAL (Parasuraman et
al, 1988) represented using 15 statements; she carefully
assessed the service quality postulated by the clinic at the
University of Houston Health Center. It was found out that the
patients were dissatisfied with the five dimensions of
SERVQUAL in general. Patients’ manifested their highest
dissatisfaction with assurance. In contrast, it was exhibited
that tangibles and empathy have the lowest level of
dissatisfaction. In the study of Wisniewski (2001) using the
SERVQUAL approach, there was an assessment with the
customer satisfaction in the public sector throughout the span
of Scottish Councils Services. The results in the library
services shows that the clients’ expectations were not met for
the analysis of gap scores revealed that reliability and
tangibles had negative gaps. Conversely, the clients’
expectations were suggested basically exceeded by the service
provided where the assurance and responsiveness revealed
positive.

Afterwards, in the study of Donnelly et al (2006), they
explored the SERVQUAL approach application in accessing
the service quality of Strathclyde Police in Scotland. The
survey obtains the clients’ expectations of excellent police
services and compares these with their perceptions of the
delivered services by the Strathclyde Police in Scotland. It
was also reported on the study a similar SERVQUAL survey
of police officers in Strathclyde where it was examined how
well the force understand its clients’ expectations and how
well its internal processes support the quality services delivery
in the department of police. The result revealed in the area
covered by the force the Strathclyde Police appeared that they
had good understanding with the service quality expectations
of their clients through the elected councilor’s response. Thus,
for improvement in the service quality performance there is
always a room for improvement both from clients’
perspectives and through and across the police force attention
to the compliance with, and definition of, service quality
standards.

Moreover, a research accomplished by Agus, Barker and
Kandampully (2007) identified clients’ perceptions and
management of practices of service quality in the public sector
of Malaysia. It is necessary to observe that the SERVQUAL
model focused on identifying gaps between actual delivery
and expectations but merely focused on actual service
delivery perceptions. In the ten dimensions of service
identified by Parasuraman et al (1985) they used only nine.
Their study focused on the management and clients’
perceptions  disregarding the  front-line  employees’
perspectives. Therefore, most of the studies up to present have
examined the European and US public sector service quality,
while several recent studies surveyed the quality of service in
developing countries.
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Furthermore, Zamil and Shammot (2011) rationalized that
government large organizations have clients which are the
business sector, citizens, private and public employees. The
clients give their assessments to the delivered performance by
the Government through departments, agencies, and ministries
that provides the services and information to the public.
Correspondingly, Nor, Khalid, Razali and Ramli (2010)
affirmed that in building a good credibility and reputation in
the community, the significant contribution of customer
services in public sector organizations are the primary
necessary factors. Public complaints of poor service, poor
physical facilities and long queues are not adequate to affect
the image and the service quality level in the public sector.

As a final point, it was suggested by llhaamie (2010) that the
service quality performance on service quality of
governmental organization is of the major dimension in public
sectors as the output of an organizations are public services.
Shammot (2011) further asserted that traditionally, the
government is not considering the citizens as their clients but
as the people who will pay for the services provided, thus it
will run smoothly and properly. Societies are the clients and
their satisfaction must be credited. There must be an
understanding with the Public employees that they will gain
their salary by effectively serving the public.

Then, De Leon (1999) demonstrated public utility as a
business organization which commonly supplied the public
with several services and commodities, such as water, gas,
electricity, telegraph, telephone, or transportation service. Its
characteristic is the devotion of private property to such use
that the public generally or that part of the public who has
been served and accepted the service. Relatively, Zeithaml,
Berry and Parasuraman (1996) conducted a study where they
emphasized that the delivered services by the public in real
time, service performances gap’s closing were profoundly
dependent on the strategies of human resource. The effective
and successful executions of such strategies begins with the
nurturing and development of a genuine service cultures in
which the increase for good services exist, and where good
services are internal as well as ultimate.

Thenceforth, the officials of the organizations must learn to
utilize the power of internet which will result to positive
delivery of services that will lead to positive observations with
regards to the government (Bowie, 1996; Fountain & Osorio-
Urzua, 2001). Hence, the efficiency of employees on the
usage of internet and electronic technology can affect the
good service delivery of an organization. Gore (1993) further
added that e-government assured to directly deliver services
into the homes of citizens. If all the services can be operated
through online, employees work efficiency can be observed
and it could lessen the issues faced by the organization with
the service delivery. Consecutively, a new technology in
Karnataka has been launched about a mobile-based service
which offers services that are currently available via internet
(Mittal, Gandhi & Tripathi, 2010).
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Consequently, matching workers and tasks are beneficial to
both the quality and efficiency of service delivery (Metters &
Vargas, 2000). In addition, Greene (1995) distinguished
higher levels of education as the instrument to obtain
information easier about how low quality of service delivery
and corruption can be reported. Further, Joseph, McClure and
Joseph (1999) stated that most of the clients now a day
significantly prefer technology-based service delivery than
employee and client interface. It was also discussed that in
reducing employee and client interface, service sectors have to
use technology for standardization of services.

Moreover, Dabholkar (1994) concurred that through the
discussion on how the technology-based services will create
new delivery options of services that were accessible to the
organizations which made the participation of clients broadly
possible. This was supported by Joseph et al (1999), where
they affirmed that the clients believe to have positive
perspectives on technology-based quality of services because
they considered that technology is more efficient and can
deliver faster services than employee.

Additionally, quality service delivery revolves around the idea
that quality should be judged on the assessments of the
consumers or users of the services. The making of quality as
conceptualized in the services literatures is based on the
perceived quality. As elaborated by Zeithaml (2007) and
Zammuto (2006), perceived quality is defined as the client’s
judgment about an entity’s overall delivered services to the
end users. Similarly, Chrisman (2007) concluded that
perceptions of service quality is the result from comparing
expectations prior to receiving the service, and their actual
experience of the service. Likewise, Rowley (2006), added
that perceived quality is also seen as a form of attitude related
to, but different from satisfaction which is the result of
comparing expectations with perceptions of performance.

Then, perceived service quality could be the product of the
evaluations of several services encountered specifically by the
employee. These could range from the office staff, tutors,
lecturers, head of departments. Thus, Zammuto (2006)
supposed that if an organization fails to meet the client’s
satisfaction and expectations, the services will be judged as
poor quality. If an organization regularly provides services at
a level that exceeds client’s expectations, the service will be
evaluated as high-quality service delivery.

Accordingly, as mentioned by Baron (2006), Requisite
encounters which means to enable the students to fulfil their
study obligations; Acceptable encounters, which means that
the students acknowledge as being desirable but not during
their course of study; and Functional encounters, which is an
encounter of a practical or utilitarian nature. Those are the
three main criteria for students’ satisfaction with the services.
Also, Gronroos (1988) commented that the quality of services
is made up of dimensions: the technical quality of the
outcome, which is to differentiate among quality associated
with the processes of service delivery; functional quality of
the encounter, which is to associate with the quality of the
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outcome of services; and, the company image, which is
judged by the consumer after the performance of the services.
Conversely, tangibility, responsiveness, reliability,
competence, courtesy, access, communication, credibility,
security, and understanding were the ten determinants of
service quality that can be generalized to any types of services
(Parasuraman, Zeithaml & Malhotra, 2005).

Consequently, Azar and Khan (2012) mentioned the
importance on the scores of quality services in higher
education. It was realized that the performance on academic
has been ranked first then by programmed issues, career
opportunities, cost/time, location, physical aspects, and others.
Several researches on service quality in higher education
strongly accentuated that the academic performances have
given more emphasis than administrations, which concentrates
on effective courses delivery mechanisms and the quality of
courses and teachings (Gilbert, 2003).

Further, quality services are the generally complex
prerequisite in sustaining and establishing satisfying
relationships with valued clients. In this way, the link between
service quality and client satisfaction has arose as a topic of
strategic and important concern Cronin (2007). Thus,
profound focus on understanding the determinants and
antecedents of the satisfaction of customer had an extremely
high value for organizational services in a competitive
environment (Lassar, Manolis & Winsor, 2000). Currently,
electronic governance was addressed to improve the delivery
of services and the responsiveness to the public (Gore, 1993).
Likewise, Parasuraman et al (1991) enumerates six
dimensions of service quality which are tangibles, reliability,
responsiveness, assurance, and empathy which is very useful
in finding satisfactory results concerning the employees’
problems.

Furthermore, as stated above, Strong and Harder (2009)
concurred that modern physical environment, salary and
wage, office services, employment, occupational position,
sufficient benefits and income, and rewards are some of the
employees existing problems that affects their job motivation.
Moral rewards, job enrichment, financial rewards,
development of creativity in job, and advancement and
development in job are factors affecting the motivation of
employees. Besides, the appropriateness of working
conditions, the efficiency of training equipment, promotion
and growth, and income are necessary on the effective job
motivation of employees (Celikoz, 2009).

Moreover, Jalalian, Sayadi, and Shabankareh (2014)
introduced that suitable working conditions and high salary
and benefits are related to the existing problems of employees
regarding with the office service delivery of the organization.
The connotation between job motivation and efficiency level
shows that demotivation affects the decreasing of the
employees’ efficiency in the organization. It was traced in a
research which suggests that the motivation of employees was
affected by their environment. They also discussed that
discrepancy and uncertainties in the service delivery system
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requires design of staff, technology, and facilities in the
production system. Employees on different organizations are
also facing different issues with regards to the service delivery
of the organization. Further, it was enumerated the factors that
affect the job motivation of employees on the office service
delivery which are the following: Punishment and persuasion,
achievements on works and jobs, external anticipations,
mental interests, training opportunities, honor and status of
job, freedom, human relations, etc.

In addition, based on a study by Mabhal, Srivastava, and Sanan
(2000), they reveal that through decentralization of public
service delivery on essential public services is positively
correlated with human development. Consequently, several
studies showed that lack of job independence, lack of job
security, shortage of wage and salary, long working hours and
insufficient resources are described as factors on the
disappointment and demotivation of employees that affect
office service delivery (Appleton et al, 1998).

Subsequently, the Deolalikar and Jha (2013) stressed that the
delivery of high-quality public services is an essential element
of inclusive development. A public services system providing
essential food, health services, and medical care to vulnerable
sections of the population can bring the essentials of
livelihood within easy reach of people whose lives may
remain otherwise untouched by income growth. In addition,
Garcia-Zamor (2015) stated that, the rise of government’s
responsibility to the people in the form of providing what is
viewed as necessary services has been a central focus in the
field of Public Administration.

Thereafter, Tamrakar (2010) mentioned that Public Service
Delivery is defined as a set of institutional arrangements
adopted by the government to provide public goods and
services to its citizens. Somewhat, Ooesterom et al. (2007)
explained that the public sector is collectively the world’s
largest services provider. Any incremental improvements in
public services positively impacts millions of people. The first
step in delivering the clients promise is to know the clients
and their needs. Further it was stressed that work efficiency is
often boring and uninteresting, scientific managers believed
that for the workers to be able to make sacrifices they are
interested in high-paying and stable jobs, they are into high
wages.

Thenceforth, van Graan and Ukpere (2012) noted that there is
an increasing demand to evaluate the impact of programs and
policies in the public services because public services of
organizations are constantly under pressure from the public to
provide efficient and quality services. Impact evaluation will
enable organizations in determining and adopting best
practices to improve delivery of services and considered as a
management tool for improving delivery of services within
organizations, particularly in the public sector.

The SERVQUAL model suggests that clients evaluate the
quality of services on five distinct dimensions which are
reliability, responsiveness, assurance, empathy, and tangibles.
The SERVQUAL instrument consists of twenty-two (22)
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statements for assessing consumer perceptions and
expectations regarding the quality of a service. Perceived
service quality results from comparisons by consumers of
expectations with their perceptions of service delivered by the
service providers (Zeithaml et al, 1990). It can be argued that
the factor underpinning the delivering of good perceived
service quality is actually meeting the expectations of the
clients. Thus, excellent service quality is exceeding the
clients’ expectations. Further, Zeithaml and Bitner (2000)
suggested that customer expectations are beliefs about a
service that serve as standards against which service
performance is judged.

Subsequently, Parasuraman et al (1988) proposed that
expectations of the clients are what the clients think a service
should offer rather than what might be on offer. Relatively,
Zeithaml et al (1990) identified four factors that influence
clients’ expectations which  are word-of-mouth
communications, personal needs, past experience, and
external communications. Gap is created when the perceptions
of the delivered service is not according to the expectations of
the clients. This gap is addressed by identifying and
implementing  strategies that affect perceptions, or
expectations, or both (Parasuraman et al, 1985; Zeithaml et al,
1990).

Furthermore, Parasuraman et al (1988) stated that
SERVQUAL was designed to be applicable through a wide
range of services and the format could be adapted to fit
specific needs, and that it would be most valuable when used
to track services quality trends occasionally. They stated that
the SERVQUAL model could be extended to determine gaps
in quality and could therefore be used as a diagnostic tool to
allow management to detect service quality deficits. The gap
score is measured by the perception statements deducted from
the expectation statements. If any gap scores turn out to be
positive, then this suggests that expectations are actually being
surpassed. This permits service managers to evaluate whether
they need to re-deploy resources to areas of deficit
(Wisniewski, 2001).

In summary, the cited literature and studies which include
readings, research results and findings were related to service
quality of office employees. Indicators of service quality are
Tangibles, Reliability, Responsiveness, Assurance, and
Empathy which were assessed accordingly. These materials
helped in further understanding how service quality of Pag-
IBIG Fund office employees differs from each division. This
was used as guide and sources in the presentation of the
results and discussion of the study.

I1l. THEORETICAL FRAMEWORK

This study was mainly based on the proposition of
Parasuraman, Berry and Zeithaml (1988) that service quality
is measured by identifying the gaps between customers’
expectations of the service to be rendered and their
perceptions of the actual performance of the service. Servqual
is based on five dimensions of service: tangibles — the
physical surroundings, represented by objects (e. g., interior
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design) and subjects (e. g., the appearance of employees);
reliability — the service provider’s ability to provide accurate
and dependable services; responsiveness — a firm’s
willingness to assist its customers by providing fast and
efficient service performance; assurance — features that give
customers confidence (e. g., the firm’s specific service
knowledge and polite and trustworthy behavior from
employees); empathy — the firm’s readiness and ability to
provide each customer with personal service.

Then followed by Agus et al (2007), where they discussed that
it is important to note that whereas the SERVQUAL model
focused on identifying “gaps” between expectations and
actual delivery, their model focused only on perceptions of
actual service delivery. Subsequently, the proposition of
Gowan et al. (2001), who stated that service provision is more
complex in the public sector because it is not simply a matter
of meeting expressed needs, but of finding out unexpressed
needs, setting priorities, allocating resources and publicly
justifying and accounting for what has been done. In addition,
Caron and Giauque (2006) pointed out that public sector
employees are currently confronted with new professional
challenges arising from the introduction of new principles and
tools inspired by the shift to new public management.

The last proposition was based on Zamil and Shammot
(2011), who explains that the government, as large
organizations, has customers and the customers are the
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citizens, businesses sector, public and private employees.
Government through agencies, departments, and ministries
provides information and services for each customer group
and as a result, the customers give their assessment to the
performance delivered. Relatively, Nor et al. (2010) states that
public sector organizations, which provide customer service is
one of the important factors that gives significant contribution
to build good reputation and credibility in the community.
Public complaints of long queues, poor service and poor
physical facilities are not adequate to affect the image and the
quality level of service in the public sector.

Conceptual Framework

The concept of the study was illustrated in Figure 1. The input
variable is service quality, which has the following indicators:
Tangibles, Reliability, Responsiveness, Assurance, and
Empathy (Parasuraman et al,1991). Tangibles refers to
physical facilities, equipment and appearance of personnel;
reliability refers to ability to perform the promised service
dependably and accurately; responsiveness refers to
willingness to help customers and provide prompt service;
assurance includes competence, courtesy, credibility and
security refers to knowledge and courtesy of employees and
their ability to inspire trust and confidence; and empathy
includes access, communication, understanding the customer
refers to caring and individualized attention that the firm
provides to its customers.

Moderator Variable

Input

Output

Office Divisions

Office of the
Schools Division
Superintendent

Schools
Governance and
Operations

g Service Quality

Tangibles
Reliability
Responsiveness
Assurance

Empathy

PROPOSED
TRAINING
DESIGN

Division

e Curriculum and
Implementation
Division

Figure 1: Conceptual Framework Showing the Variables of the Study

The study presented a training design for the basis of the
findings. The moderating variable is Office Divisions, which
includes the following: Office of the Schools Division

Superintendent, Schools Governance and Operations Division,
and Curriculum Implementation Division.
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Significance of the Study

Service quality is very essential in the global scale (Bowen,
1986) services are produced and consumed in the presence of
service producer and customer, unlike tangible products.
During the process of service delivery, the manifestation of
human as part of the process significantly proliferate the
chances of error on the part of employees and clients. The said
error is because of the intangible behavioral processes that are
hard to control and monitor.

The significant contribution and sharing of best practices of
the selected educational institution office employees and
clients in this study was essential not only for the educational
institution but also for other government agencies which will
help them to improve quality services and the efficiency of the
employees’ performance. This makes organizations realize
that there is a problem and a need for solution which this
study provides.

In addition, the literature review of this study will help the
government office heads to take actions on how to help
employees to improve quality services on the educational
institution. The insights and realizations that will be gathered
from the educational institution office employees and clients
will be beneficial for the Human Resource Department and
Technical team which will help them understand the service
quality issues that would affect the organization. Moreover,
the study also provides related studies that are necessary for
the government office heads to read and apply for the
development of the public office services.

Lastly, the main beneficiaries of this study are the employees
who are the one who performed the functions in the
educational institution in Panabo City and the clients to
receive better services. Furthermore, the study provides future
discussions and suggestions that would help them to solve
issues on quality services through training design. For future
researchers, they may explore more about redesigning and
restructuring of government offices for the progress of the
organizations because government offices in the Philippines
are too static.

Definition of Terms

Service Quality: This was enumerated in five dimensions
which are tangibles, reliability,
responsiveness, assurance, and empathy which
is very useful in finding satisfactory results
concerning the office employees’ service
problems. These five dimensions were
explored and analysed by the researchers in
this study.

Training Design: This was used as the output of the study.
Also, this will be established based on the
results of the study. This was proposed for the
basis of the findings.
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Il. METHOD

This chapter contained the brief explanation of the methods
employed in this study such as the research design, research
locale, population and sample, the research instrument, the
data collection, and the statistical tools.

Research Design

This study used a quantitative descriptive research design
using single variable. A single variable research also known
as single case experiments is commonly used in the various
fields of special education and counseling.

Subsequently, the systematic and detailed analysis of
individual that is provided through single-variable research
methods has drawn researchers not only from special
education, but also from a growing group of scholarly
disciplines, with over forty-five professional journals now
reporting single-subject research (Hollon, Miller & Robinson,
2002).

This form of inquiry has suppositions about testing theories
deductively, building in protections against bias, controlling
for alternative explanations, and being able to generalize and
replicate the findings. Since the study assessed the level of
service quality of an educational institution office employees
in terms of tangibles, reliability, responsiveness, assurance,
and empathy, hence the quantitative survey method was the
most appropriate to use.

Moreover, descriptive research reports evidences about a
situation (Hull, 2007) and is primarily concerned with finding
out what is the situation or what is happening. A descriptive
research design was chosen because it is used to answer
descriptive research questions such as “What is happening?
How is something happening? Why is something happening?”
(Lauer, 2004).

One type of descriptive research is a survey method. The
researchers used survey method in gathering the data of an
educational institution office employees. According to Gay,
Mills, and Airasian (1996), survey research can be used to
gather information about a group’s beliefs, attitudes,
behaviors, and demographic composition. Furthermore, the
questionnaires were validated to generate a comprehensive
research tools. Check and Schutt (2012) discussed that a well-
designed survey can enhance our understanding of just about
any educational issue. Through a survey of service quality,
this study sought to determine the service quality of the
educational institution office employees which became the
basis for creating a training design.

Thus, the researchers used the SERVQUAL which was
designed to be applicable across a broad spectrum of services
and the format was adapted to fit specific needs, and was used
in tracking service quality trends periodically. The used of the
SERVQUAL model was extended to measure gaps in quality
and was used as a diagnostic tool in enabling management on
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identifying service quality shortfalls. This allows service
managers to review whether they need to re-deploy resources
to areas of underperformance (Wisniewski, 2001).

Research Locale
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This study was conducted in Panabo City particularly on the
front-line services of the three Divisions (Office of the
Schools Division Superintendent, Schools Governance and
Operations Division, and Curriculum and Implementation
Division) of an educational institution in Panabo City,
Philippines

Figure 2: Philippine Map Showing the educational institution in Panabo City.

The Offices caters various clients with their specific
transactions.

Population and Sample

Convenience sampling method was used in determining the
respondents who were included in this study. Convenience
Sampling (also known as availability or accidental sampling)
is a form of sampling that involves the researchers selecting
the most readily available respondents, regardless of
characteristics, until the required sample size had been
achieved. Convenience sampling involves obtaining responses
from those people who were available and willing to take part.
The study included convenient clients of the Divisions (Office
of the Schools Division Superintendent/OSDS, Schools
Governance and Operations Division/SGOD, and Curriculum
and Implementation Division/CID) of an educational
institution in Panabo City.

There were total of 226 respondents who answered the
questionnaires. Below is the Profile of respondents. Most of
the respondents who willingly answered the questionnaire
were the clients of an educational institution in Panabo City
Division regardless of age, gender, and civil status. The
respondents were inquiring, updating, and monitoring about
their transaction for approval and of various documents. The
respondents answered through their perceptions and
expectations regarding with the service quality of the
educational institution Office employees using modified and

contextualized questionnaire thru google form which was sent
using social media messengers and the various group chats of
the clients within Panabo City. The researchers explained the
purpose of the study and the importance of their participation
on the study. The researchers also assured the respondents of
the full confidentiality of their responses.

There were a total of two hundred twenty six respondents who
answered the questionnaire. In the OSDS there were 58
respondents that is twenty-six percent of the total respondents.
Subsequently, in the SGOD there were 94 respondents that is
forty-two percent of the total respondents. Lastly, in the CID
the number of respondents who conveniently answered the
questionnaire were 74 which is thirty-two percent of the total
respondents.

Profile of Respondents

Indicator F Percentage
Division Office 9
Office of the Schools Division
Superintendent 58 26
Schools Qovern@r}cg and 04 22
Operations Division
Curriculum and Implementation
Division 74 32
TOTAL 226 100
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Research Instrument

The study used survey questionnaires thru google form in
gathering information from the respondents. It is a research-
based type of a questionnaire. The introductory part of the
questionnaire was the consent letter for the respondents to
participate on the study. The questionnaire was composed of
five major dimensions of service quality which are: Part A of
the questionnaire contained four item statements pertaining to
tangibles; Part B of the questionnaire contained four item
statements pertaining to reliability; Part C of the questionnaire
contained four item statements pertaining to responsiveness;
Part D of the questionnaire contained four item statements
pertaining to assurance; and Part E of the questionnaire
contained four item statements pertaining to empathy.

The respondents answered the questionnaires by checking the
desired number that corresponded to their personal knowledge
and experience stipulated in each item in the questionnaire. A
five-point Likert scale allows the respondents to express how
likely they agree or disagree with the statement. For
confidentiality of the respondents, the collected responses
from the google form was kept with utmost confidentiality
and after tabulating all the data needed by the statistician thru
a form of a tally sheet the questionnaire or the google from
with the responses of the clients will then be deleted to assure
the confidentiality and safety of the respondents.

Below are the Likert’s scales that was used in the
interpretation of responses in the questionnaire.

In assessing the level of Service Quality of the educational
institution office employees, the following Likert scales will
be used:

Range of
Means

Descriptive

Levels Interpretations

This means that the service quality of
the educational institution office
employees is always manifested by the
clients.

4.20 - 5.00 Very High

This means that the service quality of
the educational institution office
employees is oftentimes manifested by
the clients.

3.40-4.19 High

This means that the service quality of
the educational institution office
employees is sometimes manifested by
the clients.

2.60 - 3.39 Moderate

This means that the service quality of
the educational institution office
employees is seldom manifested by the
clients.

1.80 - 2.59 Low

This means that the service quality of
the educational institution office
employees is never manifested by the
clients.

1.00-1.79 Very Low

Data Collection

These were the procedures in gathering the data for this
research. First, the questionnaire was transcribed in the google
form to easily conduct and disseminate the study following
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the IATF protocols of the COVID-19. Then, the final
questionnaires was sent to all respondents thru google forms
by means of social media messengers and group chats. The
respondents was assured with utmost confidentiality of their
responses. The researchers secured that the respondents
understood the questionnaires and the purpose of the study.
Also, the researchers guaranteed that the respondents read the
consent letter on the introductory part of the questionnaire.

The researchers will made clear to the respondents the
questions and the purpose of the study. Next, the responses in
the google form was observed and summarized to made sure
the attainment of the number of respondents needed for the
study. The researchers kept the responses with utmost
confidentiality thru restricted access of the google form in the
google drive where their profile characteristics and responses
will be secured. The researchers will also explain the
importance of their cooperation in the study and its beneficial
contribution in the improvement of the services of the office
which was also very beneficial in their perspective.

Results of the survey questionnaire thru google form was
tabulated using Microsoft excel collate. For confidentiality of
the respondents, accomplished questionnaires thru google
form was deleted from the google drive.

Statistical Tools

Mean. This was used in measuring the level of service quality
of an educational institution office employees.

ANOVA. This was applied in determining the significance of
the difference of service quality when analyzed by office
division.

Ethical Consideration

Ethical consideration is an important and crucial factor in
research. Walker (2007) stresses that in attaining ethical
consideration, it is a must for every researcher to consider the
confidentiality of the respondents in the process of the study.
He emphasized that important ethical issues such as
confidentiality, respect to respondents’ opinions, and integrity
was given focus by the researchers and failure to address such
issues means putting at risk the rights of research respondents.
Respondents in this study will not be forced; their decisions
on the willingness to participate on the study will be highly
respected.

The data was privately and securely collected from the
responses of the respondents in the google form and the
deletion of the accomplished google forms was also done. The
consent letter was indicated in the questionnaire and the
researchers were always open for any inquiries with regards to
their participation in the study. There were no risks involved
for the result of this study will help improve services in the
future. The researchers assured that the study will not be
copied. The stated theories and information was paraphrased
and properly cited. The information and the results in the
study will not be intentionally misinterpreted and no making
up of data. Accuracy of the data in the conclusion and
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consistency with the existing literature was observed in the
manuscript.

There was no misinterpretation of data to fit a certain model
or theoretical expectation and the study avoided
exaggerations. It was assured that there is no trace of conflict
of interests; the respondents are free to quit or stop on
answering the questionnaire anytime. Notably, Johnson
(2007) mentioned that the following protection of human
rights shall be considered: right to self-determination, right to
anonymity and confidentiality, right to privacy and dignity,
right to fair treatment and right to protection from harm.

Aside from the above-mentioned human rights protection,
special consideration will be taken cared of for those who
participated in sensitive research especially those which might
involve personal experiences or issues they considered as
taboo.

I1l. RESULTS

This chapter presents the result of the study in tabular and
contextual form.

Level of Service Quality of an educational Institution Office
Employees

The level of service quality of an Educational Institution
office employees is shown in Table 1. The results revealed
that the overall mean was 4.41 with a descriptive level of Very
High. This means that the service quality of an educational
institution office employees is always felt/manifested.

The result further revealed that assurance obtained the highest
mean 4.48 with descriptive level of Very High. This was
followed by responsiveness with a mean of 4.45 with
descriptive level of Very High. Empathy and reliability
followed next with a mean of 4.43 and 4.35 respectively, both
with descriptive levels of Very High. Lastly, tangibles got the
lowest mean of 4.33 with a descriptive level of always
felt/manifested.

Table 1: Level of Service Quality of an Educational Institution Office
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Table 1.1: Level of Service Quality of an Educational Institution Office
Employees in terms of Tangibles

Item SD Mean Descriptive
Level
Have up-to-date equipment. 0.70 4.27 Very High
Ph_ysmal faulltlgs are 0.68 497 Very High
visually appealing.
Employees are well dressed 0.68 450 Very High
and neat in appearance.
Visually appealing materials
are associated with the 0.71 4.27 Very High
service.
Overall 0.61 433 Very High

The study also revealed in Table 1.2 the level of service
quality of an Educational Institution Office employees in
terms of reliability. The item showing sincere interest in
solving clients” problem got the highest mean of 4.43 with a
descriptive level of Very High; this was followed by providing
services at the time promised with a mean of 4.40 and
performing the service right the first time with a mean of 4.35,
both with descriptive levels of Very High; and lastly,
maintaining error-free records got the lowest mean of 4.21
with a descriptive level of Very High.

Table 1.2: Level of Service Quality of an Educational Institution Office
Employees in terms of Reliability

Item SD Mean Descriptive
Level
Show sincere interest in .
solving clients’ problem. 0.62 443 Very High
Performs the service right .
the first time. 0.65 4.35 Very High
Provn_des services at the 0.65 4.40 Very High
time promised.
Maintains error-free 0.70 421 Very High
records.
Overall 0.57 4.35 Very High

In terms of responsiveness as shown in Table 1.3, the item
with the highest mean was always willing to help clients, with

Employees 4.52 and a descriptive level of Very High. This was followed
) Descriptive by ready to respond to clients’ request with a mean of 4.46
Indicator SD Mean . . . .
Level and a descriptive level of Very High. Offering prompt services
Tangibles 0.16 4.33 Very High to clients and informing clients when services will be
Reliability 0.57 435 Very High performed got the lowest mean of 4.44 and 4.38 respectively,
Responsiveness 0.56 4.45 Very High both with descriptive levels of Very High.
Assurance 0.59 4.48 Very High Table 1.3: Level of Service Quality of an Educational Institution Office
Empathy 056 443 Very High Employees in terms of Responsiveness
Overall 051 4.41 Very High Item sD Mean DeSLCfiP}ive
eve
In terms of tangibles as shown in table 1.1, employees being Inform customers when 0.66 438 Very High
. . . services will be performed.
well dressed was the item with the highest mean of 4.50 and a -

L. . . X Offers prompt services to 069 iah
descriptive level of Very High. This was followed by having clients. : 4.44 Very Hig
up-to-date equipment, physical facilities being visually Always willing to help 061 452 Very High
appealing, and visually appealing materials being associated _ clients. ' '
with the service with a mean of 4.27 respectively, all with Readily rizgﬂ‘;gtm clients 0.63 4.46 Very High
descriptive levels of Very High. . .

Overall 0.56 4.45 Very High
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In terms of assurance as shown in Table 1.4, it was revealed Employees given personal 064 442 Very High
i ; i ; attention to all. ) ) ynig
that the items with the highest mean were making sure that :

. . . . Employees have clients’ .
clients feel safe in their transactions and are courteous at all best interest at heart 0.66 4.42 Very High
times, b_oth with 4.50 respecti\_/ely and a descriptive level of Employees understanding 0.60 449 Verv Hidh
Very High; followed by having the knowledge to answer clients’ needs. ' : yHig
client’s questions and being able to in still confidence in Overall 0.56 443 Very High

clients with a mean of 4.49 and 4.43 respectively, both with
descriptive level of Very High.

Table 1.4: Level of Service Quality of an Educational Institution Office
Employees in terms of Assurance

In terms of empathy as shown in Table 1.5, it was revealed
that all the items got the same descriptive level of Very High.
Employees understanding clients’ needs got the highest mean
of 4.49, and was followed by employees having clients best
interest at heart and employees giving personal attention to
all, both with means of 4.42 respectively. Lastly, having
convenient operating hours got the lowest mean of 4.39.

Table 1.5: Level of Service Quality of an Educational Institution Office
Employees in terms of Empathy

Significant Difference of the Level of Service Quality of an
Educational Institution Office Employees when Analyzed by
Office Division

Item sD Mean Descriptive o . . .
Level The significant difference of the level of service quality when
Arf?dable to inI_Stili 064 443 Very High analyzed by Office Division was presented in Table 2. It was
M;E:S'ué”fhea;“cﬁég?sSf'eel revealed that the overall F-value of 0.683 with a p-value of
safe in their transactions. 0.61 4.50 Very High 0.506 which is greater that 9.05 Ieve! of .signifi(':ance. Th_is
Are courteous at all times. 0.68 450 Very High means that the n_uII hypoth_eS|s of no significant difference in
the service quality of office employees when analyzed by

Have the knowledge to 067 4.49 Verv High . oL b . .

answer clients questions. : : y Hig Office Divisions is rejected. It was shown that in terms of
Overall 0.59 4.48 Very High tangibles the F-value of 3.538 with a p-value of 0.031 which

is less than 0.05 level of significance, thus there is a
significant difference on the level of service quality of an
educational institution office employees when analyzed by
office division in terms of tangibles specifically in SGOD and
CID.

The result further revealed that, reliability, responsiveness,
assurance, and empathy had no significant difference when
analyzed by office divisions, as it posted an F-value of 0.351
with a p-value of 0.704, an F-value of 0.64 with a p-value
0.938, an F-value of 1.096 with a p-value of 0.336, and an F-

tem D Mean Descriptive value of 0.487 with a p-value of 0.615 respectively, all are
_ i Level greater than 0.05 level of significance. This means that this
ave convenient perating | .60 439 Very High factor has no significant difference when analyzed by Office

Divisions.

Table 2: Significant Difference of the Level of Service Quality of an Educational Institution Office Employees when Analyzed by Office Division

Issue |, January 2022 |ISSN 2454-6186

Division
Factors 0338 S((;é) D ((:(I:l)D Total F Sig. ms?:;
Difference
Mean SD Mean SD Mean SD Mean SD

Tangibles 4.33 0.63 4.22 0.59 4.47 0.58 4.33 0.61 3.538 0.031 B&C
Reliability 4.30 0.63 4.38 0.54 4.35 0.57 4.35 0.57 0.351 0.704
Responsiveness 4.43 0.58 4.45 0.55 4.47 0.56 4.45 0.56 0.64 0.938
Assurance 4.41 0.66 4.47 0.57 4.55 0.54 4.48 0.59 1.096 0.336
Empathy 4.40 0.63 4.40 0.54 4.48 0.53 4.43 0.56 0.487 0.615
Overall 4.37 0.59 4.38 0.48 4.46 0.50 4.41 0.51 0.683 0.506
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Figure 3
PROPOSED TRAINING DESIGN (A)

I. IDENTIFYING INFORMATION
Activity Title : Service Quality Enhancement of an
Educational Institution Office Employees in
terms of Tangibles
Activity Type : Workshop and Training
Activity Area
Program Proponent
Number of Beneficiaries
Budget Allocation
Source of Funds
Implementing Office
Il. RATIONALE

In the study conducted by Limama et al. (2021) about the “Service Quality of Pag-IBIG Fund Office Employees: Basis for a
Proposed Training Design”, based on the conclusion it was recommended to strengthen the level of service quality of an
Educational Institution office employees in terms of tangibles.

I11. OBJECTIVES
At the end of the training program, the participants are expected to have:

1. Equipped with skills and knowledge on quality service delivery especially on tangibles.
2. Broaden knowledge on personal grooming, proper use and placement of office equipment, neat and orderly arranged
office materials being associated with the service.

VI. SCHEDULE OF IMPLEMENTATION

Day Time Content of Training Activities Facilitator Expected Outcome
Agenda: Improvement of the Service
e proper use of Quality of an Educational
8:00 AM equipment; Institution Office Employees in
1'2_00 NN7 e Create visually The followin hod terms of tarjgibles on the
: appealing  physical wing methods following areas:
facilities; and activities VY'" be e The office will have up-to-
e proper grooming of employed: H date equipment;
employees; *  Reading materials uman e  Employees will secure that
. Presentation by MResource physical  facilities are
Day 1 Agenda: instructor/ Subject anoaf%fcfe”t visually appealing to the
e regular monitoring of Matter Expert Office clients;
materials which are | ® Hands on activity e In serving the clients the
. . associate  with  the | o Group exercise employees will be well
1:00 P::\,AMto 5:00 service; ° Smallp group dressed and neat in
. Employees exercise appearance;
brainstorming for office e The office will have a
innovations  especially visually appealing
on equipment. materials and are

associated with the service.
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TOTAL
AMOUNT
TRAINING EXPENDITURE/ DURATION NO. OF (Expenditure x GRAND TOTAL
Employee PARTICIPANTS .
Duration x No. of
Participants)
Service Quality Snacks (Morning): 60.00
Enhancement of an :
Educational Institution Meals (Lunch): 100.00 100 Office
; - Snacks (Afternoon): 1 day 32,000.00 Php 32,000.00
Office Employees in 60.00 employees
terms of Tangibles Training Materials: 100
Figure 4

PROPOSED TRAINING DESIGN (B)

I. IDENTIFYING INFORMATION

Activity Title

: Service Quality Enhancement of an

Educational Institution Office Employees in

terms of Reliability
Activity Type

Activity Area

Program Proponent
Number of Beneficiaries
Budget Allocation
Source of Funds

Implementing Office

: Workshop and Training

I1. RATIONALE

In the study conducted by Limama et al. (2021) about the “Service Quality of Pag-IBIG Fund Office Employees: Basis for a
Proposed Training Design”, based on the conclusion it was recommended to strengthen the level of service quality of an

Educational Institution office employees in terms of reliability.
I11. OBJECTIVES

At the end of the training program, the participants are expected to have:

1. Equipped with skills and knowledge on quality service delivery especially on reliability.
2. Developed knowledge on catering clients with sincerity, provide efficient services, performs services with no complaints

and errors, and maintains error-free records.

VI. SCHEDULE OF IMPLEMENTATION

Day Time Content of Training Activities Facilitator Expected Outcome
Day 1 8:00 AM — Agenda: The following methods Human Resource Improvement of the
12:00 NN . Proper and activities will be Management Office Service Quality of an
catering/accommodating of employed: Office Educational Institution
clients such as answering . Reading materials Office Employees in
clients’ concerns, sincerity in e Presentation by terms of reliability on the
assisting the clients, etc.; instructor/Subject Matter following areas:
o Efficiency and Expert o The
consistency of employees in e Hands on activity em_ployee_s will show
delivering service to the . sincere interest in
clients; o.f the?ggi%?:;gggcggézg solving customer’s
1:00 PIL\AM7 5:00 . Ageng:\./isit of (acting various front-line R problem,The
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People’s Freedom of scenarios) employees will perform
Information. e Small group the service right the first
. Revisit of exercise. time;
Freedom of Information e  Seminar . Employees
(FOI) Flow Chart. will provide services at
Day 2 8:00 AM — Agenda: the time promised,
12:00 NN . Seminar . Employees
1:00 PM - 5:00 workshop on basic records will maintain error-free
PM and archives management records.
V. BUDGETARY REQUIREMENTS
TOTAL
AMOUNT
TRAINING EXPENDITURE/ DURATION NO. OF (Expenditure x GRAND TOTAL
Employee PARTICIPANTS .
Duration x No. of
Participants)
Service Quality I
Enhancement of an Snacks (Mornlng). 60.00
Educational Institution Meals (Lunch): 100.00 100 Office
; - Snacks (Afternoon): 2 days 64,000.00 Php 64,000.00
Office Employees in 60.00 employees
terms of Reliability Training Materials: 100
Figure 5

PROPOSED TRAINING DESIGN (C)

I. IDENTIFYING INFORMATION
Activity Title : Service Quality Enhancement of an
Educational Institution Office Employees in

terms of Responsiveness
Activity Type : Workshop and Training
Activity Area

Program Proponent

Number of Beneficiaries

Budget Allocation

Source of Funds

Implementing Office

I1. RATIONALE

In the study conducted by Limama et al. (2021) about the “Service Quality of Pag-IBIG Fund Office Employees: Basis for a
Proposed Training Design”, based on the conclusion it was recommended to strengthen the level of service quality of an

Educational Institution office employees in terms of responsiveness.
I1l. OBJECTIVES

At the end of the training program, the participants are expected to have:

1. Equipped with skills and knowledge on quality service delivery especially on responsiveness.

2. Enhanced abilities on informing clients properly, offer prompt services to customers, willingness to help clients, and

readily respond to clients’ requests.
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VI. SCHEDULE OF IMPLEMENTATION

Day Time Content of Training Activities Facilitator Expected Outcome
Day 1 8:00 AM — Agenda: The following methods Human Resource Improvement of the
12:00 NN . Proper and activities will be Management Office | Service Quality of an
information for the clients employed: Office Educational Institution
when services will be ° Reading materials Office Employees in
performed; e Presentation by terms of responsiveness
o Quick services in | jnstructor/Subject Matter on the following areas:
catering clients; Expert J Employees
1:00 PM —5:00 | Agenda: R Hands on activity will inform clients when
i illb
PM . Eaggrnes&_‘. to heIP e  Actual application sen}gces V(\j" ¢
clients for public assistance; S perrormed;
. of the activity as a group
N Fast response in (acting various front-line ° Employees
catering clients’ request. scenarios) will offer prompt
services to customers;
. _Small group . Employees
exercise. will be always willing to
. . _ help clients;
Day 2 8.09 AM — Agenda: Whole day Seminar o Employees
. 12:00 NN_ * Moral recovery will respond readily to
1:00 PM -5:00 program clients’ request.
PM
V. BUDGETARY REQUIREMENTS
TOTAL
AMOUNT
TRAINING EXPENDITURE/ DURATION NO. OF (Expenditure x GRAND TOTAL
Employee PARTICIPANTS .
Duration x No. of
Participants)
Service Quality Snacks (Morning): 60.00
Enhancement of an .
Educational Institution Meals (Lunch): 100.00 100 Office
Office Employees in Snacks (Afternoon): 2 days employees 64,000.00 Php 64,000.00
terms of Responsiveness 60.00
Training Materials: 100
Figure 6

PROPOSED TRAINING DESIGN (D)

I. IDENTIFYING INFORMATION
Activity Title : Service Quality Enhancement of an
Educational Institution Office Employees in

terms of Assurance
Activity Type : Workshop and Training
Activity Area

Program Proponent

Number of Beneficiaries

Budget Allocation

Source of Funds

Implementing Office
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Il. RATIONALE

In the study conducted by Limama et al. (2021) about the “Service Quality of Pag-IBIG Fund Office Employees: Basis for a
Proposed Training Design”, based on the conclusion it was recommended to strengthen the level of service quality of an
Educational Institution office employees in terms of assurance.

I1l. OBJECTIVES
At the end of the training program, the participants are expected to have:
1. Equipped with skills and knowledge on quality service delivery especially on assurance.

2. Improved the capabilities on in stilling confidence to the clients, making clients comfortable and safe with their transactions,
employees are always courteous, and knowledgeable in answering queries of clients.

VI. SCHEDULE OF IMPLEMENTATION

Day Time Content of Training Activities Facilitator Expected Outcome
Agenda: The following methods slénrsirf:gnﬂiﬂtt;g;h;n
e Guarantee and clients and activities V\{'" be Educational Institution
8:00 AM — being comfortable with employed: Office Employees in
12:00 NN the employees in office : ; terms of assurance on the
transactions: e Reading materials following arezs:
e Transparency of the e Presentation by Emol -
Services. instructor/ Subject Human Resource * n’;%gyti)eisnvsvtli" €
Matter Expert Management Office confidence in clients;
Day1 e Hands on activity Office  Employees will make
. sure that clients feel
Agenda: e Actual application of safe in their
1:00 PM — 5:00 . Revisit on the office the activity as a group transactions;
PM manual of operations; (actl_ng various front- e Employees are
e Proper ethics in front- line scenarios) courteous at all
line services. . times; employees
 Small group exercise. will be knowledgea-
e Semi ble in answering
eminar clients’ questions.
V. BUDGETARY REQUIREMENTS
TOTAL
AMOUNT
TRAINING EXFI;EL\IPI?C:;';RE/ DURATION PAR"T'IIOCISKNTS (Expenditure x GRAND TOTAL
Duration x No. of
Participants)
Service Quality Snacks (Morning): 60.00
Enhancement of an .
Educational Institution Meals (Lunch): 100.00 100 Office
Office Employees in Snacks (Afternoon): 1 day employees 32,000.00 Php 32,000.00
terms of Assurance 60.00

Training Materials: 100

Figure 7
PROPOSED TRAINING DESIGN (E)

I. IDENTIFYING INFORMATION
Activity Title : Service Quality Enhancement of an

Educational Institution Office Employees in
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terms of Empathy
Activity Type : Workshop and Training
Activity Area
Program Proponent
Number of Beneficiaries
Budget Allocation
Source of Funds
Implementing Office
Il. RATIONALE

In the study conducted by Limama et al. (2021) about the “Service Quality of Pag-IBIG Fund Office Employees: Basis for a
Proposed Training Design”, based on the conclusion it was recommended to strengthen the level of service quality of an
Educational Institution office employees in terms of empathy.

I1l. OBJECTIVES
At the end of the training program, the participants are expected to have:

1. Equipped with skills and knowledge on quality service delivery especially on empathy.
2. Fortified with attitude in understanding the differences of the clients respect and comprehend clients in various unkind

situations.
V1. SCHEDULE OF IMPLEMENTATION
Day Time Content of Training Activities Facilitator Expected Outcome
Day 1 8:00 AM — Agenda: The following methods Human Resource Improvement of the Service
12:00 NN . Convenient office and activities will be Management Quality of an Educational
for the clients; employed: Office Institution Office Employees
. Accommodating e  Reading materials Office in terms of gmpathy on the
employees. e Presentation by following areas:
1:00 PM - 5:00 Agenda: instructor/ Subject » Office have convenient
PM . Customer is Matter Expert operating hOLer to all;
always right; e Hands on activity . Emplc_nyees give personal
en:ployees tofl:vg?glsdslri?s;ets * Actual application . gﬁ;ltg/ne;g ar:;ve clients
' of the activity as a group best interest at heart;
(acting various front-line
scenarios) * Employees
Small understanding  clients’
* mall group needs.
exercise.
V. BUDGETARY REQUIREMENTS
TOTAL
AMOUNT
EXPENDITURE/ NO. OF .
TRAINING Employee DURATION PARTICIPANTS (Expenditure x GRAND TOTAL

Duration x No. of
Participants)

Service Quality

Enhancement of an Snacks (Morning): 60.00

Meals (Lunch): 100.00

Educational Institution | "o 4/ Afrernoon): 1 day 100 Office 32,000.00 Php 32,000.00
Office Employees in 60.00 employees
terms of Empathy Training Materials: 100
IV. DISCUSSION quality of an educational institution office employees in terms

of tangibles, reliability, responsiveness, assurance, and
empathy. Then, the significant difference of service quality
when analyzed by office division: Office of the Schools

This chapter presents the discussion of the data on the service
quality of an educational institution office employees. The
discussion in this chapter starts with the level of service
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Division Superintendent (OSDS), Schools Governance and
Operations  Division (SGOD), and Curriculum and
Implementation Division (CID) are discussed.

Service Quality of an Educational Institution Office

Employees

In Table 1, the study revealed that the overall level of Service
Quality of an Educational Institution office employees as
observed by the clients is very high, which means that the
service quality of an Educational Institution Office Employees
is always felt/manifested. The results further show that
tangibles, reliability, responsiveness, assurance, and empathy
are the quality of service with very high descriptive levels
which means that the service quality stated is always
felt/manifested. The result of the study is opposite to the study
of Wisniewski (2001) where the analysis of gap scores
revealed that reliability and responsiveness had negative gaps.

As presented in Table 1, the result showed that the indicator
tangibles got the lowest mean. Specifically, in Table 1.1
employees being well dressed and neat in appearance item
got the highest mean with a descriptive level of very high.
Then, items having up-to-date equipment, physical facilities
being visually appealing, and visually appealing materials
being associated with the service have the same means with a
descriptive level of very high which means that the service
quality of an educational institution is always felt/manifested
by the office employees. In contrary, on the researches of
Chase (1987) and Safizadeh et al. (2003), they discussed that
discrepancy and uncertainties in the service delivery system
requires design of facilities in the production system.
Conversely, Nor et al (2010) states public complaints of poor
physical facilities are not adequate to affect the image and the
quality level of service in the public sector.

The result also showed that in Table 1, the second indicator
that got the lowest mean was reliability. It was revealed in
Table 1.2 that the observation of clients with the items show
sincere interest in solving clients; problem, performs the
service right the first time, provides services at the time
promised, and maintains error-free records was very high
level of service quality. This means that the Service Quality of
Pag-IBIG Fund Office Employees is always felt/manifested.
The result is parallel to the study of Lassar (2005); Manolis
(2007) and Winsor (2007) that profound focus on
understanding the determinants and antecedents of the
satisfaction of customer had an extremely high value for
organizational services in competitive environments.

Next is the indicator responsiveness got the second highest
mean with very high descriptive level. As per the results this
indicator is always manifested by the clients. In Table 1.3, the
results further revealed that clients always felt that the office
employees inform clients when services will be performed,
offers prompt services to clients, always willing to help
clients, and readily respond to clients’ request. The finding is
parallel to the study of Solomon et al. (1985) and Matzler et
al. (2004) that front-line employees are full of knowledge
about the strengths and weaknesses of the services in
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organizations through their direct interactions with the clients
which is very important form of feedback that can be utilized
by the organizations in making decisions to better serve
clients.

Then, assurance got the highest mean with a descriptive level
of very high where in Table 1.4, it shows that the clients
always observed that office employees are able to instill
confidence in clients, make sure that clients feel safe in their
transactions, are courteous at all time, and have the
knowledge to answer clients’ questions. The result is parallel
to the study of Zeithaml and Bitner (1996) that front-line
employees’ good performance with their functions will be
advantageous to the organizations while their poor
performance will result to detriment of the organization. It
was supported by Bettencourt and Gwinner (1996) that front-
line employees can modify not only the services of the
organization, but also their strategies on delivering those
services.

Lastly, the indicator empathy has a mean next to
responsiveness with a descriptive level of very high. As
showed in Table 1.3 the clients responded that this indicator is
always observed on the service quality of an Educational
Institution Office Employees. Further, they always observed
the items have convenient operating hours to all, employees
given personal attention to all, employees have clients’ best
interest at hear, and employees understanding clients’ need.
The finding is parallel to the study of Zeithaml et al. (2006)
where they emphasized that the delivered services by the
public in real time, service performances gap’s closing were
profoundly dependent on the strategies of human resource.
This was supported by the study of Wetherall et al. (1984) that
the clients believe to have positive perspectives on
technology-based quality of services because they considered
that technology is more efficient and can deliver faster
services than employee. Thus, the employees may depend on
the facility alone and will not respond well to the client’s
request.

Significant Difference of the Level of Service Quality of an
Educational Institution when Analyzed by Office Division

This study is anchored on the proposition of Gowan et al.
(2001), who stated that service provision is more complex in
the public sector because it is not simply a matter of meeting
expressed needs, but of finding out unexpressed needs, setting
priorities, allocating resources and publicly justifying and
accounting for what has been done. Besides, the results of the
study show that there is significant difference of the level of
service quality when analyzed by Office Division. It was
revealed that in the indicator tangibles the F-value of 0.683
with a p-value of 0.506 which is less than 0.05 level of
significance. This means that the null hypothesis of no
significant difference in the service quality of office
employees when analyzed by office divisions is rejected.
There is significant difference in the Schools Governance and
Operations Division (SGOD) and Curriculum Implementation
Division (CID) specifically in the indicator tangibles.
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This study was also anchored on Nor et al (2010) that public
sector organizations, which provide customer service is one of
the important factors that gives significant contribution to
build good reputation and credibility in the community. Public
complaints of long queues, poor service and poor physical
facilities are not adequate to affect the image and the quality
level of service in the public sector.

V. CONCLUSION

Based on the results of the study the following conclusions
were drawn:

The level of service quality of an Educational Institution
office employees in all the indicators tangibles, reliability,
responsiveness, assurance, and empathy are very high which
means that the service quality of an Educational Institution
Office Employees was always felt/manifested.

Furthermore, the result of the study also concluded that there
is significant difference of the level of service quality when
analyzed by Office Divisions which resulted to the rejection
of the null hypothesis; that the level of Service Quality of an
Educational Institution Office Employees is very high which
means it is always felt/manifested by the clients. This means
that tangibles, reliability, responsiveness, assurance, and
empathy when examined by division, the level of Service
Quality of an Educational Institution Office Employees is very
high.

VI. RECOMMENDATION

Based on the conclusions of the study, the following are
highly recommended:

It is suggested to strengthen the level of service quality of an
Educational Institution office employees in terms of tangibles,
reliability, responsiveness, assurance, and empathy.

The overall results on the level of service quality of an
educational institution office employees revealed the overall
mean was 4.41 with a descriptive level of very high which
means that the clients of an educational institution office
always felt/manifested the quality of services. It is therefore
recommended that the further study be conducted to find out
more on the factors that affect the service quality not only on
a certain organization, but also on a wider range. It is
therefore recommended that the further study be conducted to
find out what attributes more significantly influence the
service quality of an educational institution office employees
when analyzed by office division.
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