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Abstract:

The process to define quality can be characterized very confusing.
Academics admitted that there is a plethora of pot enti al
expl anations, particularly in the service sector. A though, quality
is observed as one of the nmain issues, which take into account
custonmer satisfaction especially in the internationalized era that we
live in. In this research inportant paranmeters which affect service
quality investigated further and the analysis proves the need to
relate them all wunder the supervision of an effective training
program able to understand enployees’ needs and satisfy custoners’
demands whi ch changes continually. The specific paper supports the
concept that: The need to notivate enployees is essential as this
af fects enpl oyees’ performances and the operation of the service as a
whol e. The inplenentation of an effective with international elenents
managenent system which will control and continuously check
enpl oyees’ perfornmances approved to be an effective technique that
neets the high standards, the |ocal Governnent office has set.

Pl ethora of paranmeters can be enbodied inside a training programthat
can affect and nodify the culture of the Department and the way of
t hi nking as the researchers argue in the specific study.

Keywords: international training, service quality, performance,
public sector

| nt roducti on

This chapter is the first step in order to understand the aspects of
service quality and be able to realise the inportance of that
techni que. The value of service quality becones clear, because, is
characterised as an effective procedure in order to control enployees
performance and judge the useful ness of the service which provided by
enpl oyees.
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Define Quality

Taking into account the direct relationship between custoner
sati sfaction and higher custoner naintenance, service quality has
becone an inportant research subject in the past decade. Nowadays
the provision of high service quality has been characterised as the
crucial strategy in order to achieve the organisation goals and
satisfy custoners (Siu and Cheung, 2001).According to Ritsema van
Eck-van Peet and Broekhuis (1991) quality has been defined as the sum
of features that are provided by the service and satisfying the
prerequisites which are been set by custoners and providers in a
continually coordinated procedure by taking into account, the effort
and predictabl e outcone, and enbodying all the needs of both parties.
Quality is normally characterized as a general estinmation of the
service. Mst of this argunent focused on the correctness of
assessing service quality as a gap between custoner expectations and
custormer estimation of performance (Fullerton, 2005).Delivering
service quality frequently neans that the service which is provided
satisfies/neets custoners’ expectations or understands custoners’
needs and provides on a consistent basis. During the progress of the
process to achieve the target, it is essential to consider that,
cust oners’ expectations differ considerably and according to
custonmers’ ideas, personal judgnments and conditions.Wng and Sohal
(2002), nmention that service quality is an observational judgnment
whi ch covers the whole service provision process, starting from the
evaluation stage where custoners neasure their expectations and
conpare themw th the service they have received.

| nprove Quality.lnprove Satisfaction

The better way, in order to have a clear and conplete picture about
the inmportance of service quality is by approaching it from a
mar keting vi ewpoi nt. The purpose of the provision of a service is the
benefits of using the service and not a product.

Judge the Quality According to Custoners’ Perspectives

Consi dering the above, service is a function about offering advanced
benefits relied on custoner judgnent. Hence, the purpose of quality
in a service is to reach custoners demands. As the customers
expectati ons always change, the inportance of being able to provide
an effective service is always enphasised by the analysts. So, the
conplexity of the service quality is an aspect, which exanm ned in the
marketing discipline and it is evaluated as a general estinmation
technique (Taylor and Baker, 1994). As a result, to guarantee
continuous satisfaction and service effectiveness, enphasis has to be
given on the ability to wunderstand the custoners’ needs and
prospects. This aspect based on the idea that the custoners have to
be defined frequently and nmethodically in order to conprehend what
kind of service can be provided from the organisation. After that
the last stage is to get a feedback in order to realise the |evel of
satisfaction that exists and be able to conpare it wth previous
years in order to inprove the service and upgrade the relationship
with the customers (Tayl or and Baker, 1994).

Factors that |nfluence Custoners Expectations

If the enployees neet customers’ expectations, then custoner
sati sfaction has been acconplished and the service to be known as
effective and high quality. On the other hand, if enployees are
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unable to nmeet customers’ expectations at a required |evel,
di ssati sfaction take places and the service known as |ow quality. The
reason that can generate the dissatisfaction is enployees inability
(as a result of the low training) to understand clearly what
custonmers expect and how to provide themw th the correct service on
tinme. The correct training has to be offered in order for enployees
to be able to understand that custoners characterise “a correct and
appropriate service” and also understand how to deliver the service
according to the custoners’ know edge. The previous issues are close
related with paraneters such as custonmers personal needs, past
experiences and external comrunication which are linked strictly with
conpany service, which influence customer expectations (Figure 1),

(Génez etal., 2004). These paraneters have to be used positively hy
enpl oyees as guidelines to neasure their performance and point out
custonmers’ expectations. Thus, it becones obvious that the above

parameters in relation with enployees’ interaction with custonmers can
affect positively or negatively the custoners’ behaviour and
expect ati ons about the service which is provided (Shao etal., 2004).

Past External
Experience Communication

A 4

Expectations

Functional quality deals with the intangible characteristics of the
service and explains how the service is delivered to the custoners.

In particular, it deals with the interaction that exists between
enpl oyees and custoners during the delivery of the service (Brady
etal., 2002). According to MCain etal., study (2005), functional

quality is based on three aspects which are observed by custonmers and
are related with enpl oyees’ attitude, expertise and behaviour. Thus,
it becones clear that the training that is offered by an organi sation
has to be focused in the above factors in order to achieve a
satisfied level of quality. Specifically, about the attitudinal
characteristic, managers should train the frontline staff, to be
friendly, sociable and polite in order to perform correctly in
special circunstances that wll help them to neet custoners’
expectations and satisfy their needs.

Servi ce Gap Model

Therefore quality is defined as the gap between custoners’
expectations and perceptions (C = P — E), and a custonmer wll
recogni ze quality positively only in cases where the service provider
achi eves or exceeds their expectations. At this point it is vital to
nention the difficulty to judge, neasure, determ ne and exam ne a
servi ce because of its nature to be intangible. Thus, custoners are
unable to evaluate the quality of the service and as a result
organi sations face difficulties which reduce the opportunities to
understand custoners’ expectations which are based mainly on their
behavi ours (Robl edo, 2001). The nain nodel which devel oped in order
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to conpare and mninize the gap that exists between the perceived and
the real service delivery is known as the Service Gap Model (Figure
2); (Brady etal., 2002). The nodel assumes that the |evel of service
quality received by custonmers is significantly influenced by the
length of the gap that exists between their expectations of the
service and their perceptions of what they receive in fact from a
particular service supplier (Parasuranan etal, 1985 vcited in
DeMoranville and Bienstock, 2003).Ten main aspects of perceived
service quality have been recognized as the critical principles that
custonmers utilise to nmeasure service quality. These aspects were
devel oped by Parasuranman etal. (1985) while the result of that study
ains to develop a service quality neasurenent nodel (SERVQUAL) which
has five basic phases to evaluate service quality. The five phases
are:

1. Reliability: Ability to offer the required service reliably and
precisely. 2. Responsiveness: The enthusiasm and notivation to help
customers and offer immediate service. 3. Assurance: Enployees’
know edge and abilities and their gift to inspire safety and
security. 4. Enpathy: The personalised interest that is given by the
organi sation to its custonmers.5. Tangi bl es: The physical facilities,
such as equi pment, materials, and staff, which contribute in order to
provide an effective service (Figure 2).

Rdiability

Responsiveness

Customers
Assurance ¢ ”| Satisfaction

Empathy

Tangibles
Figure 2: Service Quality Model

By using the SERVQUAL nodel effectively and follow the above aspects
accurately high quality service can be observed when the custoners
decide in advance the characteristics of the service and sufficient
trust enployees’ abilities (which is the result of an effective
training) to judge circunstances and take the final decisions. Thus,
custonmers’ satisfaction is achieved, and positively affects the
reputation of the organisation as it boosts custonmers’ loyalty (Ling
and Chong, 2005).

How Training can |lead to Custoners Satisfaction

In addition, regarding the Stanley and Wsner (2002) study, the
relation that exists anbng service quality, service capability and
custonmer satisfaction is mainly determned by the Ilevel of
conprehensive training prograns that are provided to the staff and
the team environnent that is introduced inside the organisations.
Current studies have proved that there is both a direct and indirect
relati on between custoners’ loyalty and service quality in order to
achieve high level of custoners’ satisfaction (dsen, 2002). This
relation is based mainly on factors which inprove the quality of the
service such as providing an effective training course to the
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enpl oyees in order to use beneficially the technology which is
avai l abl e to them Through, the use of gap analysis and the criticism
of other studies, there will be an effort to present how these two
factors can help an organisation achieve high |evel custoner
satisfaction (McCain etal., 2005).Manandhar and Tang (2002) nenti oned
the inportance of training as a beneficial tool in order to inprove
service quality through the enpowernment of the frontline workers.
Specifically, this can be achieved by choosing the nobst nmarket
oriented frontline staff, educate them about the inportance of their
work and finally, offering them satisfactory know edge and training
in order to face difficult and abnormal situations which ains to
reduce considerable probability of offering a poor service.
Additionally, the fact that the standardi sation of services can not
be achi eved as they are subject to huge degree of variations obstruct
the achievement of a quality control in services (Gowan etal.
2001). Stanley and Wsner (2001) and Stenson etal. (2001) stated that
an effective service quality policy ains to reduce the tota
expenditures. So, organisations continuously highlight (to their
enpl oyees) the significance of custonmer satisfaction and thus, they
spend a remarkable anount of the budget in quality managenent
training progranms. Consequently, Newby (1992) stated that, it becones
nore reasonable for managers to relate training as an investnent in
their personnel rather than as an additional tax on their resources.
Actual ly, nost workers do not interact directly with custoners but
basically help their conpany to satisfy these custoners. So, it
becones clear that training has to be provided to the workforce as a
whol e, by the above study it becones clear that there is a strong
interaction between the workforce and service quality. As a result,
in order to achieve a significant inprovenent in service quality
organi sations have to develop clear job specifications, exchange of
avail able information, and of course provide training to teach them
how to interrelate and use efficiently all the above changes.

Custoners Satisfaction and Service Quality

The connection between service quality and customer satisfaction has
been anal ysed and evaluated in a high level during the progress of
the research. It is difficult to analyse separately these two
variables because they have the same origin. Particularly,
satisfaction or dissatisfaction is characterised as the outcome of
the confirmation or disconfirmation of estimated expectations to
authentic performance. Wile, service quality is the result of the
relati onship between expectations about service and the technique
which is used in order to perceive high service performance, it can
be assumed that both are based on the idea which includes the
achi evenent of custoners’ expectations and possibly will be exam ned
as one and the same. Nevertheless, a general difference is that
satisfaction is a post-consunption feeling, while service quality
exists and is a factor which is considered by custonmers in order to
select the specific service. Thus, it becone clear that service
quality determ nes satisfaction rather than the opposite and this was
the finding of Spreng and Mackoy (1996), enpirical analyses, whose
research enphasi se the fundanental relationship between quality and
satisfaction (Figure 3).
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Figure 3: Custoners Satisfaction Mddel (Voss,
etal., 2005).

Evaluating the previous segregation between service quality and
satisfaction, it becones obvious that there is a nore strict |inkage
bet ween service quality and actually service provision and, thus, is
naturally multidinmensional. In contrast, satisfaction is observed as
an evaluative judgnment that is supposed to be a one-dinensional
concept. Specifically, service quality based on an overall estinmation
of firnms’ service delivery process, while satisfaction is about a
cognitive and/or enotional reaction that is associated to an
i ndi vi dual or set of service encounter occurring over tinme (Gace and
O Cass, 2005). In that case, the predictability of prospect service
results is boosted, which repeatedly decreases the custoner’'s |evel
of perceived risk, so raising the probability of repeating the sane
service (Grace and O Cass, 2005).

The Interrelationship anong Job Satisfaction, Enpowernent, Training
and Service Quality

At this point it is essential to mention the relation that exists
bet ween good training, job satisfaction and custoner satisfaction.
The purpose of training is to increase enployees’ perfornmance which
has as an outcome to increase their confidence about their job and
then to perform nore effectively. This has a direct inpact over the
provision of the service, which inproves and causes custoners
satisfaction. Thus, job satisfaction derived as enployees are able
(by providing them wth the appropriate training) to satisfy
custonmers’ needs by offering high quality services (Snipes etal.,
2004).Job satisfaction, by itself is not sufficient to cause the
required nodifications in order to achieve the desired progress in
provision of an effective service. By offering the correct training
enpl oyees are able to keep the service quality at high |evels,
because, they know the way to use their power in order to offer
advanced service to the custonmers. In that point enpowernment can be
related effectively, because, the purpose of the training is to
i mprove enpl oyees’ performances, factors that proves the inportance
that is given from nmanagers to inprove and meximze their staff
abilities. This proves that managers understand the inportance of
training in order to provide enployees with the required power and
authority, which characterised as an issue, that encourage them to
continue to work hard (Ugboro and Cbeng, 2000). Hence, it becones
clear that through the training the appropriate conditions are
generated in order to enpower enployees to perform nore effectively
and increase their job satisfaction by offering better service
quality. From an enployee’'s point of view, the sense of enpowernent
shoul d generate to enpl oyees the feeling of authority and confidence
that is required to introduce the essential changes to inprove the
service quality.
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How CRM can Hel p Conpani es Beneficial ?

Ef fective custoner service can be achieved by understandi ng custoner
needs and responding to themefficiently. CRM assists an organi sation
to conprehend, predict and react successfully according to custoners

needs in a consistent way. In addition, CRM needs a helpful and
incorporated internal business nethod which is assisted by the
technology which is used in order to satisfy customers’ needs. This
occurred because; CRMis a helpful tool if organisation viewed as a
sum of tools that pernmits to achieve an integrated satisfaction of
custonmers needs. Thus, with CRM organisations can introduce and build
up better comunication channels wth custonmers, gather inportant
data, and increase the ability of the organisation to respond
spont aneous according to custoners denmands (Kotorov, 2003). Last but
not |east, enables frontline enployees to becone nore productive,
help themto learn how to work nore efficiently as a group, inprove
their skills and as a result reduce dramatically the operation costs
(Lindgreen and Antioco, 2005). Wth all the above, it can be
sunmari sed that organisati ons have understood that custoners do not
except only satisfaction by the conpany but also they seek for I|ong-
term and effective relationships, which will enable themto get sone
benefits. In that point, organisations have to be well prepared,
because, custonmers’ denands for custom sation are raising daily. In
order to face the above expectations organi sati ons be focused on nass
custom sation than nmass production

Quality Control

In order for an organisation to reach its goals and objectives, the
achi evenent of various activities and tasks in a correct order is
requi red. Thus, an essential degree of control is unavoidable in
order to satisfy organisation’s goals. It is vital to point out that
the role of control is to nonitor the performance of the workforce in
a degree that wll inform nmanagers to take decisions that wll
i nprove workers skills. Thus, according to Papam chail and Robertson
study (2004) control is an official process that applies and utilizes
existing data in order to muintain or nodify nodels to inprove
enpl oyees’ performance. In order to conclude it is essential to point
out that an effective control nechanism is based on the follow ng
el ements whi ch devel oped by Rollinson etal. (2002). First of all, the
nmanager sets up a range of standards in order to inform workers (via
training) about the expected performance in terns of quality and
gquantity. The next step is to conpare the achieved performance wth
the standards in order to understand how close to the wanted
performance the workers are. After that, purely nane and classify
potential deviations fromthe wanted standard and finally report the
results and findings in order to inprove the system by anal ysing the
data and try to inprove the process in order to avoid upcom ng
consequences (Figure 4).
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Figure 4. Effective control (Rollinson et al.,

2002).
interaction is presented in the *“quality Wueel” (Figure 5).

Researches relate custoner satisfaction and custoners loyalty wth
the satisfaction which is received by the enployee how serving the
customer (Martin, 1994).

Great
workers
satisfaction

Increased
customers High
loyalty workers

motivation
Quality
Whesd

Great

service quality

satisfaction
compared with
level customers
expectations

Figure 5: Quality \Weel (Martin,
1994).

In the Information Departnment Ofice of Minicipality of Ztsa,
information and Ctizens of the Mnicipality were the core
transformed resources, while transformng resources were a m xture of
paraneters such as, the available facilities, the existing staff
(which include all the people which involved in order to fulfil
citizens’ needs. Also, the transform ng resources are based on any
equi prent that helps the service to be conpleted effectively for
i nstance tel ephone, fax, photocopy machines and internet. In the
stage of transformation process, the staff of the Information
Departnments conmmunicates with the relevant and responsible
authorities in order to investigate each case and find out the
reasons that caused the problem The reason for that was to gain an
ef fective service which was related with a final decision (in contact
with the citizen) that will solve the problemand achieve an accepted
level of «citizens’ satisfaction (Bostréom 1995). The level of
interaction that exists between the citizens of the Minicipality of
Zitsa and the staff of the Information Departnment is presented in
figure 6.
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Figure 6: The degree of interaction in
servi ce operations

Thus, as a pure service the Departnent produces intangible products
such as ideas, assistance and information wth high custoners’
contacts and the output of the specific operation has the
characteristics of the service. Taking into account Waters (2002)
list (Figure 7) of service characteristics it becones obvious that
the Information Department should be in alertness in order to use
citizens information directly and in an effective way that wll
satisfy them as in antithesis with goods production the quality of
the service is difficult to be neasured and additionally the quality
depends principally on the service itself.

Service Operations
Ulntangible.
UProvide by service organisations.
U Cannot be stored.
U Cannot be moved.
UProduction and consumption are simultaneous.
UUnique.
U Contact between server and customer.
U Customers participate in the service.
UQuality isdifficult to be measured.
UQuality depends mainly on the service.

Figure 7: Service operations
characteristics (Waters, 2002).

Custoners (Citizens) Satisfaction

Ctizens' satisfaction is the <core purpose that causes the
devel opnent of the Information Department Office in the Minicipality
of Zitsa. Quality in service, responsibility, quick decisions and
permanent solutions are the key criteria that show how efficient the
departnent operates in relationship with the nunber of satisfied
citizens. As a non-profit operation, the Informati on Departnent (part
of the service that is offered by the Mnicipality of Ztsa)
introduce the above criteria, and were characterised as the nain
reasons that drives citizens to use the service in order to solve
their individual problenms with the Geek State (Reid and Sanders,
2002). So, the order-winning factors are being appeared which
instantly and largely contribute to gain the trust of citizens.
Moreover the flexibility of the service which is provided by the
operation is an additional factor that cause the satisfaction of
citizens in order to neet their individual requirenments. The trust
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that has been built throughout the transformation process between the
Minicipality and its citizens is a clear exanple which shows that
enphasis is given to the order-winning factors by the Information
Departnment in order to offer an efficient service analogous to
citizens' expectations.

Per f ormance Obj ecti ves

Any operation including the Information Departnent at t he
Minicipality of Zitsa, its main purpose is to satisfy via the
i mpl ementation of the five performance objectives which based on the
quality, speed, flexibility, cost and dependability. In our case, if
citizens demand a quick and direct service the operation has to be
concentrated on its speed inprovenment. Moreover, if the custoners
insist to receive a service which will suggest themthe best solution
for their problem then the operation has to enphasise its quality
performance. Al so, dependability has to be considered by the
operation in order to provide a reliable service which based on the
exi stence of the suitable and appropriate equipnent that wll
facilitate the conpletion of the service. Lastly, cost performance is
not considered by the Informati on Departnents, because as a part of
the Municipality of Zitsa is offered free to the citizens. Thus, in
order to satisfy all different demands the service which is offered
by the operation should be flexible which makes clear that the staff
should be well trained and skilled in order to face different
citizens' requirenments. Taking in to account the fact that the
service that is offered by the Minicipality is unique and there is

not a level of conpetition, it still remains as a main target of the
departnent the need to remain flexible to offer the necessary
variety. Figure 8 illustrate the nmarket requirenents perspective of

operations strategy.

Citizens
needs

Performance Stagein
obj ectives servicelife
: cycde

Authorities
decisions

Figure 8: The  nmarket requirenents
perspective of operations strategy.
(Source: Slack, 2001).

Having in mnd the factors of figure 8 it becones clear in our case
t hat custoners needs and authorities’ decisions can affect
dramatically the stages of the service |ife cycle. Specifically, new
decisions that are taken by the Authorities are possible to have an
i npact over the citizens, directly generating the need to devel op an
additional service which will be able to cover specific demands.
Thus, the introduction stage of the operation has to be transforned
and introduce new data in order to cover the exact needs of the
citizens. Considering one of the basic characteristics of the
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service, which is the “uniqueness” it becones clear that each tine
the service follows the stages of the service life cycle where at the
decline stage there is the conpletion of the service in which the
citizens cover their needs. So, the interesting point is that if the
service remains efficient, the introduction of the Information
Departnment will be beneficial as each tine it covers unique needs of
di fferent people and then saturation and satiation is difficult to be
caused.

Strategi c Approach to Service Operations Managenent

According to Davison etal. (1998) study, there are two nmain elenents
that characterise the service that is offered by the Information
Departrment. First of all is the high labour intensity which includes
high ratio of the cost of labour to the value of the plant and
equi prent and require nore worker tine and effort. And the second
elenent is the high level of citizens’ interaction with service
providers and the high customsation level that is offered to the
citizens. The use of two-by two matrix of Schnenner (1986 cited in
Johansson and O hager, 2002) wll help the understanding of the
position that the conpany has as the Service-process Matrix is a
nethod that categorise all the service in terms of the |evel of
citizens' interaction and |abour intensity (Figure 9). In cases where
there is a mddling degree of interaction and custonmisation with
clients the service belongs to the service shop group. Mss service
has to do with services in which the level of l|abour intensity is
high but in the same time it observed a |ow degree of interaction
with custoners.

Degree of Interaction & Customisation
Low High

Service Factory Service Shop
*Airlines *Hospitals

*Trucking *Auto repair

*Hotels *Other repair services

Degree of *Resorts and recreation

Labour
Intensity Mass Service Professional Service
*Retailing *Doctors
High *Wholesaling *Lawyers
'SChQOIS - Information Department
*Retail aspects of of Municipality of Zitsa
commercial banking

Figure 9: The service process matrix by Schnenner

(1986)
(Source: Johansson and O hager, 2002)

Lastly, Professional service is the category where the service is
offered by the Information Departnent because in this case there is a
high level of citizens' intensity and the degree of interaction and
custom sation is extrenely high, which is the only way to satisfy the
different citizens’ needs. The ability to achieve high Ilevel of
| abour intensity and customsation is the main target of the
Departnment as it tries to prove that it is able to operate
effectively in different circunmstances that could be apparent and
encourage citizens to rely on Infornmation Departnment staff.
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Servi ce Design

According to Slack (2001), the core goal of the design activity is to
provide a service that will satisfy the custoners in a high |evel by
neeting their expectations. The achi evenent of a good service design
by the Information Departnment of the Minicipality of Zitsa is the
main target and an effort is given in order to pick the appropriate
t echnol ogy, choose skilled and trained staff and finally provide the
sufficient capacity in order to satisfy custoners and perform
effectively and efficiently. Figure 10 presents the positive inpact
that an effective design of the service could have over the
performance objectives. Finally the design activity can be presented
as an input-transformation-output diagram and it presented in the
figure 19. The transformation diagram of the design activity shows
that ideas, information and custoners’ feedback considered and
criticised by the nenbers of the Information Department. Suggestions
and i nprovenents placed in order to get final decisions about the new
i mproved format and style that the service should have to be able to
sati sfy new denands and needs.

Performance Objectives Influence of good service design in the I nformation Department

Quality Can diminate the cases where the Information Department will be unable

to provide solutionsto citizens problems

Speed Can avoid the unnecessary delays by categorise the problems and be able

to know where to apply in order to find the best solution

Dependability By providing technology and skilled staff can help to make each stage of

the process predictable and introduce arange of standardised techniques

Hexibility Be able to react and respond in customised situations where the
introduction of older patternsis not possible
Cost Non-profit Service

Figure 10: How a good design can affect the service (Source: Sl ack et
al., 2001).

The concept generation stage is the basic idea which based on the
thought to provide the citizens with a service that wll solve
particular problems which are related with the Geek Stage. The
concept generation stage devel oped after the interaction that exists
between the Minicipality and its «citizens and after t he
identification of their needs. After that, the next stage is the
screening which based on the research to find out how sensible,
reasonabl e, and practical could be the materialisation of the idea.
The result of the first two stages is a basic idea about the
characteristics of the service which will cover these needs and is
the prelimnary design stage. After that, there is the stage of
eval uation and inprovenent where possible suggestions are judges in
order to introduce changes that will inprove the efficiency of the
service. Finally, the last stage is the prototyping and final design
where the last format of the service is developed wth the
characteristics that are introduced during the progress of the
previous stages. Neverthel ess, changes will occur after the
introduction of the service to the citizens and thus a continuant
redesign of the service is required, as citizens’ needs changed and
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the need to offer an effective service is vital by the Minicipality
of Zitsa and the Informati on Departnent.

Research Met hod

The research process which is going to be used in order to anal yse
the specific research question is conpletely critical, because it
i nfluences the accuracy of the required result. Thus, according to
Otaviani etal. (2004) study, there are two nethodol ogies in which a
research can be based: the deductive and the inductive approach. By
using the deductive approach the researcher attenpts to build up a
hypot hesis which should be tested after the design of a research
strategy. On the contrary, by wusing the inductive approach the
researcher has to gather and evaluate available records in order to
devel op theories as an outcome of findings analysis (Figure 22);
(Saunders etal., 2003).In the specific case, by considering the
nature of the research question, the deductive approach arose as the
nore applicable research approach that has to be introduced. This
approach enabled the researcher to investigate the relationship that
exists between two different variables during the provision of a
service in order to explore the level of dependency of one variable
to the other (service quality and training) and the relationship is
based on the know edge of experts about the specific subject
(OGtaviani etal., 2004). Thus, the deductive approach is an effective
nethod in order to use the existing literature review beneficially in
a way that is considering the variables service quality and training
provision to enable the researchers to generalise their findings.
Lastly, an additional reason that denonstrates that deductive is the
nost reliable approach is its ability which helps researchers to
conclude even in cases where the available data provided by
m scel | aneous sources such as irregular sanple designs, and sanples
gat hered considering irregular tinme scales (Bibel, 1998).

Source of Data

The sources of data can be divided into three different categories:
the primary, secondary and tertiary data. The primary sources are the
ones that provide the nost inportant information for a research. The
Primary sources formthe first part of a study and provide the nost
inmportant material for a research. They include specific information
about a conpany and primarily consist of published sources which are
based on reports, planning docunents, unpublished nmanuscript sources
and conpany’'s reports. Secondary sources draw the sequential
devel opnent of primary literature with an advantage, the convenience
to locate them It is characterised as the biggest and |argely
applied source, which is based on witten literature, books,
newspapers and journals that provide the nost val uable definitions,
which can be helpful for the conpany in advance. Lastly, tertiary
sources, purpose is to enable the developnment of primary and
secondary literature and to establish a subject. They formthe first
part of insight in a subject, to provide researchers with a first
idea of what they can find. Thus, they based on indexes, abstracts,
encycl opedias and bibliographies (Saunders, etal., 2003). The
following figure 11 illustrates the three different categories of
literature data in which a research can be based:
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The specific topic will be based on the use of primary and secondary
sources. In particularly, the literature reviewis based on secondary
data such as service quality journals, books, articles and university
dat abases and primary sources such as nmarket research reports and
about the provision of an effective service through the introduction
of a training program Also questionnaires wll be used as an
addition source to boost the effectiveness of the available primry
data as it allows the researcher to draw conclusions and gather extra
data in order to cover further the research question, seeking to
identify an efficient way to inprove the level of service quality
that provided by the Information Departnent O fice at the
Muni cipality of Zitsa

Primary Tertiary

Figure 11: The three categories of literature data (Saunders
etal ., 1997)

Data Anal ysis

The anal ysi s was undertaken both froma quantitative point of view as
well as a qualitative point of view, and the results are in the next
chapter. The reseals are very interesting and provide useful
i nformation about enployees and citizens opinion about the |evel of
service quality which is offered by the Information Department
Ofice. Al these should be taken into account by the Municipality of
Zitsa in order to rebuild and restructure the Departnent.

Questionnaire for Staff

The length of the questionnaire should not be longer than two pages
because it becones boring and decreases the response rate. The
questionnaire should be addressed to a specific person, include al
the different aspects of the specific research question and be
related with the interests of the interviewee in order to be able to
provide researcher with correct data. The questionnaire should
include analytical detail about what researchers need for the
responders and a sinple format has to be followed by the researchers
in order to avoid msinterpretation of the questions. The purpose of
the questionnaire is to understand the interrelationship that exists
between the dependant and independent variable of the specific
research question (Foddy, 1999). Additionally, each question has to
be related with the theories that have been nentioned previously in
the literature review in order to follow the hypotheses and try to
investigate deeply the research question by using the deductive
approach (Appendix 2a and 2b).The first three questions are
characterized as personal questions because they focus on the
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personal characteristics of each responder and they are dealing wth
the age, gender and departnent where enpl oyees operate. Even if they
are not related with theories, they still influence the results
because for instance according to their position in the conpany a
different training level and enphasis is required, or according to
their age they react and respond differently in unusual circunstances
during the service delivery.In Question 4 there is an effort to
relate the questionnaire with the research question by trying to
identify how they are interesting about their job. As it was
nentioned by MCain etal. (2005), enployees have to be trained
correctly in order to respond politely and friendly to the custoners
in any situation and provide customers with service based on their
expectations. Mrreover Question 5, based on Manandhar and Tang (2002)
study, try to investigate the level of effort that is given by
enpl oyees in order to satisfy the custonmers. This question explores
the relationship that exists between skills inprovenent and job
specialization which is the result of an effective |ong-run training.
After that, the opportunity is given to the enployees to express
their own personal ideas and beliefs in Question 6 which
characterized as an open question. In that question there will be an
effort to examine if the findings of the Stanley and Wsner (2002)
study are relevant with enployees beliefs about training useful ness
in inproving the overall performance of the conpany. Moreover,
Question 7 identifies the nbst popular areas that have to be inproved
by the conpany because the sanme enployees consider the need to
develop their skills. Question 8 is a self estimation about the
service of quality that is offered by the company according to the
existing training prograns and Brady etal., (2002) investigates how
the service is delivered to the custoners. Question 9 ains to exam ne
how the know edge gained by enployees after the conpletion of the
training prograns, helps them to solve effectively difficult and
abnormal situations which may increase considerable the probability
of offering a pure service (Manandhar and Tang, 2002). The next
guestion is investigating the level of confidence that training
provides to enployees in order to provide high standards service even
in unexpected situations (Martin, 1994). Last but not |east, Question
11 the purpose is to investigate the relation that exists anong
enpower nent, notivation and training under the supervision of a
successful |eader (Rollinson, 1998).

Questionnaire for Citizens

Li ke before, the questionnaire about citizens’ starts with general
guestions about their age and gender in order to identify further the
group which uses the service nore. After that, Question 3 ainms to
find out the level of citizens satisfaction and consider inprovenent
and suggestions in order to inprove further the service (Ginez etal.,
2004). At Question 4 there is an interest in order to investigate how
citizens observe staff skills about their job and try to rate it,
with the main aimto have a clear picture which shows the |evel of
custonmers’ satisfaction (Evans, 1996). Simlar wth the previous
guestion, Question 5 main purpose is to investigate how training can
af fect enployees’ conprehensibility about citizens’ problens (Taylor
and Baker, 1994). Wile, Question 6 ainms to explore how fast
enpl oyees respond to citizens' problenms (according to citizens
opinion) (Ma etal., 2002).A so, at Question 7 the researcher tries to
see how successful the service was which provided citizens the |evel
of satisfaction which was required (Robledo, 2001). Question 8 is
related with Lindgreen and Antioco (2003) because its purpose is to
identify flexibility of enployees (according to custonmers view) to
transfer the citizens to the correct enployee who is able and well
skilled at the specific problemto provide high standards service to
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citizens. According to Stanley and Wsner (2002) Question 9 purpose is
to find out how helpful enployees are to citizens and if their
training, increased their ability to inprove their critical thinking,
and problem solving ability. Finally the last two Questions 10 and
11, will give inmportant information about custoners opinion that wll
help the researcher to understand the level of training which is
offered by the Information Department Office to its enployees. This
wi Il be achieved by considering the theory of Gonez etal., (2004) as
they try to relate the time which is required to solve particular
problems with the ability of enployees to achieve a correct and
ef fective communication with citizens and understand their problem
i mredi ately.

Concl usi on

After the interconnection of both questionnaires with the appropriate
theory it is crucial to investigate the findings and understand the
need to introduce a new training programwhich will consider not only
enpl oyees and citizens suggestions but also their personal ideas
about the structure of the specific training program in order to
cover their needs and nake the service nore efficient.
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Appendi x 1 staff questionnaire

1. Please choose your departnent:

2. | take actions spontaneously and politely to satisfy citizens’
requests

3. Gve nore than the maximum of ny effort in order to offer a
remarkabl e service to the citizens

4. How training hel ps you to increase your productivity and boost the
service quality in your departnent?

(Stanl ey and Wsner, 2002).

5. Wiich is the main training areas that you plan to develop for the
next two years?

6. In general, how pleased are you with the level of training that is
offered by the Information Departrment O fice?

7. The inplementation of the training | have received is easy.

8. Do you think that the training that you receive is enough in order
to respond effectively to unexpected situations during the provision
of a service?

9. Is the leader (manager) in your departnent able to enpower and
notivate you to provide an effective service?
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