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Abstract
One of the biggest challenges in public sector is to make the customer satisfied. The service provider of public
sector in Malaysia face greater challenge in making their customers happy due to the lame systems. This paper
attempts to develop a general framework by examining the concepts of professionalism, accountability, work
quality, and customer satisfaction. The main purpose of this study is to increase the customer satisfaction by
focusing on effectiveness, efficiency and productivity of a RMP staff through professionalism and accountability.
In this study, the convenience sampling is used for data collection. A total of 86 respondents were participated in
this research. The data has been gathered from the respective employees of the front-line services to measure the
customer satisfaction based on the employees. The attempt of this paper is to improve the Effectiveness,
Efficiency, and Productivity for the service delivery in public sector.
Keywords: professionalism, accountability, effectiveness, efficiency, productivity and customer satisfaction
1. Introduction
Public service delivery is viewed as an essential factor, in which it mirrors a country’s image (Selvanathan,
2015). However, public services are often seen as a failure in many nations such as certain countries in Europe
(Van de Walle, 2016), Taiwan (Kim & Jang, 2016), China (Xu & Wu, 2016), U.S. (Sachs, 2009), Malaysia
(Selvanathan, Balasubramaniam, & Thanaraju, 2012), and so on. In Malaysia, public’s impression towards the
public services are generally poor. This can be seen through the complaints from the public towards the
government agencies (Selvanathan, 2015). As shown in Public Complaints Bureau (2016) statistics, there are a
total of 5,726 complaints made towards the government from January 2016 to October 2016.
Moreover, as stated by Mayne (2006) and Ingraham (2005b), public have expectations and the rights to know
where and how the government utilizes their tax money.. In other words, government should satisfy the public’s
expectations as the public are duly contributing the building of the nation. According to the Public Complaints
Bureau (2016) statistics, the public seemed to be displeased with the police the most, which can be seen whereby
the Royal Malaysian Police was ranked at 1 st place among government agencies polled. The statistics further
showed some common complaints such as delays or action lack thereof, failure to implement as promised,
unsatisfactory quality of services, unfair actions, misconduct of public servants, and so on. As a result, new
concepts such as “Bersih, Cekap, dan Amanah”, “Cemerlang, Gemilang, dan Terbilang”, and “1 Malaysia” have
been introduced since the 1990s, with the hope to improve the effectiveness, efficiency, and productivity of work
among public servants (Hussain, 1998). Nevertheless, there are no empirical studies done to prove the
effectiveness of the programs. In addition, as Van de Walle (2016) stated, most of the research articles focused on
the factors that lead to policies or programs failure and less so on the factors that lead to service failure.
Therefore, this study aims to examine attitude (professionalism and accountability among government agency
staff) in Royal Malaysian Police, which could help improve the work quality of the government agency, while
surveying on public’s satisfaction towards Royal Malaysian Police.
Research Objective


To find the relationship between professionalism and effectiveness.



To find the relationship between professionalism and efficiency.
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To find the relationship between professionalism and productivity.



To find the relationship between accountability and effectiveness.



To find the relationship between accountability and efficiency.



To find the relationship between accountability and productivity.



To find the relationship between effectiveness and customer satisfaction.



To find the relationship between efficiency and customer satisfaction.



To find the relationship between productivity and customer satisfaction.
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2. Literature Review
PROFESSIONALISM
Fournier (1999) indicated that professionalism encompasses a chain that forms links between clients,
competency, loyalty or sincerity, as well as conduct of practitioner. Fournier further argued that a profession
should employ their competence and craft into this “chain”. This statement was further supported by Frumento
and Korenman (2013) who went on to say that clients will feel lost without help from the professionals, where
they should be provided with the best and most sincere advice based on their proficiency. Country’s goals
relating to national integrity is more likely to be achieved when the civil services are dedicated to
professionalism and ethics (United Nations, 2000). Hence, professionalism is said to be crucial in the modern
civil service. Barrilleauz, Feiock, and Crew (1992) also revealed the influence of “professionalism” in legislators’
decision, problem solving skills, and conducts.
ACCOUNTABILITY
Accountability is defined as a duty, whereby actions may be elucidated with transparency (Hawman, 1995). Gow
(2001) went on to say that accountability does not denote to take on the responsibility only but also to bear with
the outcomes. In the government sector, Ingraham (2005a) and Stanton (2009) further described accountability
as one’s proficiency to manage public resources while accomplishing public purposes. In addition, on top of
ethical reasons, accountability nowadays is also seen as one of the important factors for performance and
governance (Apaza, 2012; Frederickson, Smith, Larimer & Licari, 2012; Zhao & Peters, 2009). Besides that,
Zhao and Peters (2009) also suggested that public servants’ accountability can be validated through developing
and broadening their social values and social network. This was supported by Khademian (2010) who further
expressed the need for a more flexible, regionalized, and schmoozed approach, in order to speed up the
accountability process while engaging and solving the issues effectively.
WORK QUALITY
As stated by Siddiquee (2007), the Malaysian Government have done a lot of improvement to improvise the
quality of services provided to the general public in 1980s, such as the quality and productivity in providing their
services to the general public. In other words, government was trying to achieve a clean, efficient, and effective
public service, while hoping to build a nation that is capable of competing in the international markets. At the
same time, Siddiquee also commented that the government’s effort in getting feedback from the customers/
public monthly is a thoughtful step to identify and to solve any issues. Constructive criticism received from the
public provides feedbacks about the quality of counter services provided by the public servants. Sharma (2015)
further revealed the importance of the service quality in determining publics’ readiness to use e-government
services. In the research, public view “quality service” as a service that is reliable, secure, efficient, and
responsive. Apart from that, basic expertise is also stated to be vital in ensuring that public servants’ are able to
carry out their responsibilities efficiently and effectively (Frederickson et al., 2012; Ingraham, 2005a). Public
programs and policies can be executed proficiently through a well-organized and skillfully operated
administrative apparatus separated from politics and under the management of an influential executive
(Frederickson et al., 2012). It further allows the executive to identify any failure reasons and act accordingly
when things fail. As showed by Abdul Karim (1995) and Frederickson et al. (2012), the establishment and
delivery of public administration not only influences the public’s perceptions towards Malaysia government, but
also plays an important role in cultivating the effectiveness and transparency of government. Hence, the quality
of services provided by the first line public servants who have direct contacts with the customers/ public are
essential. Government should listen to the publics’ feedbacks and refine the services from time to time according
to the public’s needs.
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CUSTOMER SATISFACTION
Customer satisfaction is viewed as customers’ perception on the fulfillment of their needs and desires (Gerson,
1993; Oliver, 1997). Together with this era’s globalization, people’s quality of life is changing, which in turn,
leads to an increasing demand for greater quality services. As a result, the idea of customer satisfaction and
experience has increased essentially (Halvorsrud, Kvale, & Folstad, 2016). As noted by Wagenheim and Reurink
(1991), organizations that provide customer service focuses on the goal to satisfy customers’ needs and
expectations effectively and efficiently, which shows the importance of identifying and understanding the
customer’s needs in service line. The importance of customer satisfaction in service line can be seen through the
significant numbers of researches carried out in different industries (e.g., airline, telecommunication, bank,
police, education, health, etc.) throughout the years (e.g., Hussain, 2016; Kaura, Durga Prasad, & Sharma, 2016;
Keningham, Aksoy, Andreassen, Cooil, & Wahren, 2006; Munteanue, Ceobanu, Bobalca, & Anton, 2010; Sahoo
& Ghosh, 2016).
Furthermore, numerous past researches have also revealed the relationships between customer satisfactions and
factors such as significant brand loyalty (e.g., Choudhury, 2013; Torres-Moraga, Vasquez-Parraga,
Zamora-Gonzalez, 2008; Veloutsou, 2015), improved employees and organization’s performances in terms of
productivity (e.g., Lee, Lee, Kim, & Lee, 2007; Mihelis, Grigoroudis, Siskos, Politis, & Malandrakis, 2001),
higher profits (e.g., Morris, 1991; O’Sullivan & McCallig, 2012; Rust, Danaher, & Varki , 2000), and so on. In
addition to the impacts on the organization in general as mentioned above, customer satisfactions were also
found to have significant impact on employees’ job satisfaction and retention, which in turn will also increase
customers’ satisfaction (Graham & Smith, 2005; Helton, 2010; Hur, Moon, & Jung, 2015; Pantouvakis &
Bouranta, 2013).
In the public sector, as Van de Walle (2016), and Darling and Cunningham (2016) reported, public sector does
not only need to answer to the public, but also deal with politicians and government’s policies. Similar to what
Ariely (2011) expressed, public services in Malaysia are perceived as a failure. Together with Malaysia’s new
vision, public sectors’ strategy is changing gradually; treating the public as customers. As the public’s
expectations continue to rise (Hodgkinson, 2013), customer satisfaction becomes more crucial in improving and
achieving Malaysia’s new policy.
3. Methodology
The study selects the Royal Malaysian Police agency from the state of Selangor as the target respondents of the
government front-line services. Out of 200 questionnaires distributed, 86 were returned completely. The
convenience sampling is used to occupy the data. Two groups of respondents were differentiated, in order to
explore the relationship between work attitude of professionalism as well as accountability towards work quality.
Data has been gathered from the respective customers of the front-line services to measure the customer
satisfaction based on the employees’ work quality. The data were obtained from customers who deal with the
front-liners. Unbiased statements of the variables measured by the 5-points Likert scales measurement ranging
from (1) Strongly Disagree to (5) Strongly Agree. Data analysis was been carried out using the SPSS of version
22.
Firstly, the study executed the multivariate general linear model to assess the influence of the predictors under
work attitude towards the three dissections of work quality: effectiveness, efficiency, and productivity. Later, the
multiple regression analysis is done to examine the effect of the work quality predictors on customer satisfaction.
4. Analysis and Findings
In succession to the multivariate general linear model and the multiple regression analysis, the assumptions of
normality distribution and independence of random errors are being evaluated. The result output is discussed as
follows:
The Kolmogorov-Smirnov test is used to verify the normal distribution of work quality and customer satisfaction.
Significant value indicates the data does not follow normal distributions. Therefore, based on Table 1. The
variables mentioned are not normally distributed.
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Table 1. The Kolmogorov-Smirnov Test of Normality

Effectiveness
Efficiency
Productivity
Customer Satisfaction

Kolmogorov-Smirnov
df
85
85
85
85

Statistics
.159
.183
.139
.165

Sig.
.000
.000
.000
.000

Nonetheless, Figure 1 (a), (b), (c), and (d) show the normal Q-Q plots that have been exercised to assess the
evidence of normal distribution assumptions.
Based on the graphs, the plots of the expected normal against the observed values of effectiveness, efficiency,
productivity and customer satisfaction, fall along the lines, thus it follows the normal distribution. The histogram
with normal curve in Figure 1 (e) depicts customer satisfaction, the curve is slightly symmetrical, and therefore
the data follows normal distribution.

(a)

(b)

(c)

(e)

(d)

Figure 1. Normal Q-Q plots and histogram with normal curve
WORK ATTITUDE AND WORK QUALITY
Under the work attitude variable, the effects of professionalism and accountability on work quality are being
examined using the multivariate general linear model analysis. The findings are showed in Table 2.
Table 2. Multivariate Test of Variable Effects
Effect
Intercept
Professionalism
Accountability

Value
.377
.623
.604
.149
.851
.176
.128
.872
.147

Pillai's Trace
Wilks' Lambda
Hotelling's Trace
Pillai's Trace
Wilks' Lambda
Hotelling's Trace
Pillai's Trace
Wilks' Lambda
Hotelling's Trace

F
16.110b
16.110b
16.110b
4.686b
4.686b
4.686b
3.912b
3.912b
3.912b

Sig.
Partial Eta Squared
.000
.377
.000
.377
.000
.377
.005
.149
.005
.149
.005
.149
.012
.128
.012
.128
.012
.128

The multivariate general linear model also known as the multivariate multiple regression is a statistical test that
evaluates the connotation of each independent variables towards a set of dependent variables (Garson, 2015). In
Table 2, professionalism and accountability of the employees both has significant effects on at least one of the
three dependent variables, the effectiveness, efficiency and productivity.
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Table 3. Test of between-subject effects
Source
Corrected Model
Intercept
Professionalism
Accountability
Error
Total
Corrected Total

Dependent
Variable
Effectiveness
Efficiency
Productivity
Effectiveness
Efficiency
Productivity
Effectiveness
Efficiency
Productivity
Effectiveness
Efficiency
Productivity
Effectiveness
Efficiency
Productivity
Effectiveness
Efficiency
Productivity
Effectiveness
Efficiency
Productivity

Type III Sum
of Squares
4.147a
9.673b
6.274c
2.714
.487
1.681
.523
1.121
.061
.254
.667
1.521
5.633
10.226
12.618
1322.204
1399.972
1264.600
9.781
19.899
18.892

df
2
2
2
1
1
1
1
1
1
1
1
1
82
82
82
85
85
85
84
84
84

Mean
Square
2.074
4.836
3.137
2.714
.487
1.681
.523
1.121
.061
.254
.667
1.521
.069
.125
.154

F
30.186
38.783
20.388
39.503
3.905
10.921
7.619
8.993
.394
3.697
5.352
9.884

Sig.
.000
.000
.000
.000
.051
.001
.007
.004
.532
.058
.023
.002

Partial Eta
Squared
.424
.486
.332
.325
.045
.118
.085
.099
.005
.043
.061
.108

The study investigates the significance of model overall using the test of between subject effects. From Table 3,
the corrected model shows that the multivariate general linear model is found to be significant overall for
effectiveness, efficiency and productivity of the work quality. Professionalism and accountability of the
employees are significant predictors on efficiency, controlling for other effects in the model. Ho wever, based on
partial eta squared criterion, professionalism is the most important predictor for efficiency. In productivity of the
staff, only accountability is found to be a significant predictor while for effectiveness of the staff’s work, it can
be predicted significantly by professionalism, controlling for other effects in the model (Garson, 2015).
WORK QUALITY AND CUSTOMER SATISFACTION
Multiple regression analysis is used to measure the association between the three components of work quality:
effectiveness, efficiency and productivity towards customer satisfaction.
INDEPENDENCE OF ERRORS ASSUMPTIONS
First of all, the assumption of independence of random error is being evaluated by the Durbin-Watson value in
Table 4. 1.38 falls near 2 indicates the random error is independent (Taylor, 2011). Hence, no autocorrelation
problem exist in the data.
Table 4. Model Summary
Model
1

R
.107a

R Square
.011

Adjusted R Square
-.025

Durbin-Watson
1.380

From Table 4, the R-square value is 0.11 means that, only 1.1% of the total variation in customer satisfaction can
be explained by the work quality, with other effect remain constant. This absolute small value of R-square is
been investigated further under the analysis of variance, ANOVA.
Table 5. Analysis of Variance (ANOVA)
Source
Regression
Residual
Total

df

SS
3
81
84

MS
.184
15.907
16.091

F
.061
.196

.312

p
.817

The insignificant value of the model indicates that the model is not fit. Therefore, further analysis is not
appropriate. This matter can be treated by increasing the sample size to get a significant model (Taylor, 2011).
Table 6. Coefficient Analysis

(Constant)
Effectiveness
Efficiency
Productivity

Unstandardized
Coefficients
B
Std. Error
2.092
.583
-.177
.185
.084
.175
.006
.155

Standardized
Coefficients
Beta
-.138
.094
.006
253

t
3.589
-.960
.481
.036

Sig.
.001
.340
.632
.971

Collinearity Statistics
Tolerance
VIF
.588
.322
.432

1.701
3.110
2.314
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All of the variable components under work quality are not significant. Then, there is no significant relationship
existing between effectiveness, efficiency, productivity of the front liners towards customer satisfaction.
However, the data exhibits no multicollinearity problem due to tolerance value less than 10 and the variance
inflation factors, VIF close to 1 (Taylor, 2011).
5. Conclusion and Recommendation
In a nutshell, in terms of the work attitude; professionalism, and accountability are both found to be significant
predictors towards the efficiency of the employees’ work quality. However, in control with other effect in the
model, only accountability is found to be of a significant predictor in productivity with regards to work quality,
while professionalism has a more significant effect towards effectiveness. Nevertheless, effectiveness, efficiency,
and productivity of the employees’ work quality show insignificant effect on customer satisfaction. Finally, the
study concluded that professionalism among front-liners in government service significantly predicts the
efficiency in working but work quality is not related to customer satisfaction.
References
Apaza, C. R. (2012). Ensuring accountability and transparency through integrated public management
systems. PS, Political Science & Politics, 45(3), 435-441. https://doi.org/10.1017/S1049096512000303
Ariely, G. (2011). Why people (dis)like the public service: Citizen perception of the public service and the NPM
doctrine. Politics and Policy, 39(6), 997-1019. https://doi.org/10.1111/j.1747-1346.2011.00329.x
Barrilleaux, C., Feiock, R., & Crew, R. (1992). Measuring and Comparing American States' Administrative
Characteristics. State & Local Government Review, 24(1), 12-18. Retrieved from http://www.jstor.org
Choudhury, K. (2013). Service quality and customers’ purchase intentions: An empirical study of the Indian
banking
sector.
International
Journal
of
Bank
Marketing,
31(7),
529-543.
https://doi.org/10.1108/IJBM-02-2013-0009
Darling, S. D., & Cunningham, J. B. (2016). Underlying values and competencies of public and private sector
managers.
Asian
Education
and
Development
Studies,
5(4),
371-387.
https://doi.org/10.1108/AEDS-09-2015-0050
Fournier, V. (1999). The appeal to ‘professionalism’ as a disciplinary mechanism. The Sociological Review, 47(2),
280-307. https://doi.org/10.1111/1467-954X.00173
Frederickson, H. G., Smith, K. B., Larimer, C. W., & Licari, M. J. (2012). The public administration theory
primer (2 nd ed.). Boulder, CO: Westview Press. Retrieved from
http://blancopeck.net/The-Public-Administration-Theory-Primer.pdf
Frumento, R. J., & Korenman, S. (2013). Professionalism and investment advisers. Journal of Investment
Compliance, 14(1), 32-41. https://doi.org/10.1108/15285811311321242
Garson, G. D. (2015). Statistical associates: Blue book series. Asheboro, North Carolina, USA: Statistical
Associates Publishing.
Gerson, R. F. (1993). Measuring Customer Service. London: Kogan Page.
Gow, J. I. (2001). Accountability, rationality and new structures of governance: Making room for political
rationality. The Canadian Journal of Program Evaluation, 16(2), 55-70. Retrieved from
http://search.proquest.com/
Graham, J., & Smith, F. (2005). Effects of reengineering on the employee satisfaction-customer satisfaction
relationship. The TQM Magazine, 17(4), 358-363. https://doi.org/10.1108/09544780510603198
Halvorsrud, R., Kvale, K., & Folstad, A. (2016). Improving service quality through custome r journey analysis.
Journal of Service theory and Practice, 26(6), 840-867. https://doi.org/10.1108/JSTP-05-2015-0111
Hawman, C. R. (1995). Managerialism and public accountability in the Westminster model: A comparative study
of the public service reforms in Canada, Britain and Australia (Master’s thesis). Available from ProQuest
Dissertations & Theses Global. (Order No. MM95485).
Helton, C. E. (2010). Customer service: A phenomenological study of employee and customer perceptions of
good customer service (Doctoral Dissertation). Available from ProQuest Dissertations & Theses Global.
(UMI 3429670).
Hodgkinson, I. R. (2013). Are generic strategies ‘fit for purpose’ in a public service context? Public Policy and
Administration, 28(1), 90-111. https://doi.org/10.1177/0952076712440301
254

http://ibr.ccsenet.org

International Business Research

Vol. 10, No. 8; 2017

Hur, W. M., Moon, T. W., & Jung, Y. S. (2015). Customer response to employee emotional labor: The structural
relationship between emotional labor, job satisfaction, and customer satisfaction. Journal of Services
Marketing, 29(1), 71-80. https://doi.org/10.1108/JSM-07-2013-0161
Hussain, A. A. (1998). Reformasi Pentadbiran Di Malaysia [Administrative Reformation in Malaysia]. Kuala
Lumpur: Utusan Publications & Distributors Sdn Bhd.
Hussain, R. (2016). The mediating role of customer satisfaction: Evidence from the airline industry. Asia Pacific
Journal of Marketing and Logistics, 28(2), 234-255. https://doi.org/10.1108/APJML-01-2015-0001
Ingraham, P. W. (2005a). "You talking to me?" accountability and the modern public service. PS, Political
Science & Politics, 38(1), 17-21. Retrieved from http://search.proquest.com/
Ingraham, P. W. (2005b). Performance: Promises to keep and miles to go. Public Administration Review, 65(4),
390-395. https://doi.org/10.1111/j.1540-6210.2005.00466.x
Kaura, V., Durga Prasad, C. S., & Sharma, S. (2015). Service quality, service convenience, price and fairness,
customer loyalty, and the mediating role of customer satisfaction. International Journal of Bank Marketing,
33(4), 404-422. https://doi.org/10.1108/IJBM-04-2014-0048
Keningham, T. L., Aksoy, L., Andreassen, T. W., Cooil, B., & Wahren, B. J. (2006). Call center satisfaction and
customer retention in a co-branded service context. Managing Service Quality: An International Journal,
16(3), 269-289. https://doi.org/10.1108/09604520610663499
Khademian, A. M. (2010). Organizing in the future: Pursuing purposefulness for flexible accountability. Public
Administration Review, 70, S167-S169. https://doi.org/10.1111/j.1540-6210.2010.02264.x
Kim, J. H., & Jang, S. C. (2016).Factors affecting memorability of service failures: A longitudinal analysis.
International
Journal
of
Contemporary
Hospitality
Management,
28(8),
1676-1701.
https://doi.org/10.1108/IJCHM-10-2014-0516
Lee, S. M., Lee, H. H., Kim, J., & Lee, S. G. (2007). ASP system utilization: customer satisfaction and user
performance. Industrial Management & Data Systems, 107(2), 145-165.
https://doi.org/10.1108/02635570710723787
Mayne, J. (2006). Audit and evaluation in public management: Challenges, reforms, and different roles. The
Canadian Journal of Program Evaluation, 21(1), 11-45. Retrieved from
http://sce-ces.ca/secure/21-1-011.pdf
Mihelis, G., Grigoroudis, E., Siskos, Y., Politis, Y., & Malandrakis, Y. (2001). Customer satisfaction
measurement in the private bank sector. European Journal of Operational Research, 130(2), 347-360.
https://doi.org/10.1016/S0377-2217(00)00036-9
Morris, P. (1991). Making customer satisfaction your biggest profit centre. Logistics Information Management,
4(1), 32-35. https://doi.org/10.1108/09576059110003842
Munteanue, C., Ceobanu, C., Bobalca, C., & Anton, O. (2010). An analysis of customer satisfaction in a higher
education context. International Journal of Public Sector Management, 23(2), 124-140.
https://doi.org/10.1108/09513551011022483
O’Sullivan, D., & McCallig, J. (2012). Customer satisfaction, earnings and firm value. European Journal of
Marketing, 46(6), 827-843. https://doi.org/10.1108/03090561211214627
Oliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. Irwin, NY: McGraw-Hill.
Pantouvakis, A., & Bouranta, N. (2013). The interrelationship between service features, job satisfaction and
customer satisfaction: Evidence from the transport sector. The TQM Journal, 25(2), 186-201.
https://doi.org/10.1108/17542731311299618
Public Complaints Bureau. (2016). Statistics by year. Retrieved from http://www.pcb.gov.my/en
Rust, R., Danaher, P., & Varki, S. (2000). Using service quality data for competitive marketing decisions.
International Journal of Service Industry Management, 11(5), 438-469.
https://doi.org/10.1108/09564230010360173
Sachs, J. D. (2009). The failing U.S. government – The crisis of public management. Retrieved from
https://www.scientificamerican.com/
Sahoo, D., & Ghosh, T. (2016). Healthscape role towards customer satisfaction in private healthcare.
International Journal of Health Care Quality Assurance, 29(6), 600-613.
255

http://ibr.ccsenet.org

International Business Research

Vol. 10, No. 8; 2017

https://doi.org/10.1108/IJHCQA-05-2015-0068
Selvanathan, M. (2015). The effects of employees’ attitude on excellent work quality among Malaysian
Government employees towards customers’ satisfaction. Global Management Journal, 7(1-2), 14-26.
Retrieved from http://globalmj.eu/wp-content/uploads/2012/02/GMJ-2015.pdf
Selvanathan, M., Balasubramaniam, S., & Thanaraju, P. (2012). Kesan sikap pekerja ke arah kualiti kerja
cemerlang [Effects of employees’ attitudes toward excellent work quality]. Jurnal Kemanusiaan, 20,
130-146. Retrieved from http://www.management.utm.my/
Stanton, T. H. (2009). Government-sponsored enterprises: Reality catches up to public administration
theory. Public Administration Review, 69(4), 632-639. https://doi.org/10.1111/j.1540-6210.2009.02012.x
Taylor, A. (2011). Using the GLM Procedure in SPSS [Handbook]. Sydney, Australia: Macquarie University.
The University of Texas at Austin. (n.d.). Using Plots to Check Model Assumptions. Retrieved from
https://www.ma.utexas.edu/users/mks/statmistakes/modelcheckingplots.html
Torres-Moraga, E., Vasquez-Parraga, A. Z., Zamora-Gonzalez, J. (2008). Customer satisfaction and loyalty: Start
with the product, culminate with the brand. Journal of Consumer Marketing, 25(2), 302-313.
https://doi.org/10.1108/07363760810890534
United Nations. (2000). Professionalism and ethics in the public service: Issues and practices in selected regions.
Retrieved from http://unpan1.un.org/intradoc/groups/public/documents/un/unpan000112.pdf
Van de Walle, S. (2016). When public services fail: A research agenda on public service failure. Journal of
Service Management, 27(5), 831-846. https://doi.org/10.1108/JOSM-04-2016-0092
Veloutsou, C. (2015). Brand evaluation, satisfaction and trust as predictors of brand loyalty: The
mediator-moderator effect of brand relationships. Journal of Consumer Marketing, 32(6), 405-421.
https://doi.org/10.1108/JCM-02-2014-0878
Wagenheim, G. D., & Reurink, J. H. (1991). Customer service in public administration. Public Administration
Review, 51(3), 263-270. https://doi.org/10.2307/976950
Xu, G., & Wu, Y. (2016). Basic public services and the restructuring of the public finance system in China
Retrospect and prospect. Asian Education and Development Studies, 5(4), 438-453.
https://doi.org/10.1108/AEDS-07-2016-0056
Zhao, Y., & Peters, B. G. (2009). The state of the state: Comparing governance in China and the United
States. Public Administration Review, 69, S122-S128. https://doi.org/10.1111/j.1540-6210.2009.02099.x

Copyrights
Copyright for this article is retained by the author(s), with first publication rights granted to the journal.
This is an open-access article distributed under the terms and conditions of the Creative Commons Attribution
license (http://creativecommons.org/licenses/by/4.0/).
256

