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ABSTRACT

	Aims: This study aims to examine the influence of service quality on client satisfaction in government offices through a comprehensive literature review. 
Study design:  This research utilizes a systematic literature review design, examining peer-reviewed articles that focus on service quality and client satisfaction in the public sector.
Place and Duration of Study: This study was conducted in Bacolod City from April to May 2025.
Methodology: This study employed a systematic literature review approach to examine the influence of service quality on client satisfaction in government offices. Existing research was carefully reviewed and analyzed to better understand how public services are evaluated from the client’s point of view.
Results: The review revealed a strong positive relationship between service quality and client satisfaction in government offices. Each SERVQUAL dimension—assurance, empathy, reliability, responsiveness, and tangibility—was found to significantly influence how clients perceive and evaluate public services. Assurance and empathy were particularly emphasized as critical factors for building trust and emotional connection with clients. Reliability and responsiveness were linked to service efficiency and consistency, while tangibility shaped the overall client impression through the physical service environment. Furthermore, client expectations and perceptions emerged as key indicators of satisfaction, highlighting the importance of aligning service delivery with client anticipations to enhance satisfaction levels.
Conclusion: Service quality remains a decisive factor in achieving client satisfaction in the public sector. The SERVQUAL model provides a valuable framework for understanding and improving public service delivery. When government offices invest in service quality—through competent staff, timely responses, consistent processes, and improved facilities—they strengthen public trust, enhance satisfaction, and contribute to more citizen-centered governance. This literature review underscores the need for continuous service improvement efforts that are informed by client expectations and perceptions to ensure effective, responsive, and reliable government services.
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1. INTRODUCTION

Public service delivery has been a priority for governments around the world, especially in an era marked by increasing citizen expectations and rapid digital transformation (Latupeirissa et al., 2024). Recent years have witnessed a global surge in the demand for efficient public service delivery, prompting governments worldwide to recognize the critical importance of meeting citizens' needs effectively (Quiatchon, 2024). This acknowledgment has driven the creation and execution of several policies and initiatives focused on improving service delivery. In the government sector, public service is the fundamental task of every government workers and the citizens are the ultimate clients (Asuncion et al., 2021). Government agencies follow a bottom-up scheme and responsive manner which makes evaluating the quality of service can be a major challenge (Dillion, Buchanan, and Corner, 2010 as cited in Magno & Polancos, 2023). Therefore, it is increasingly important to assess the quality of public services and ensure that they are both adequate and consistent.
Good and quality public services are not only aimed at meeting the practical needs of the public but also play a role in shaping the mutual trust relationship between the government and citizens (Taufiqurokhman et al., 2024). International researchers found that the quality of public services influenced positively towards the trust of the public towards government agencies. The quality of these services is measured by public satisfaction, and effective delivery builds trust and confidence in the government (Carreon, 2024). Government agencies, even though not profit-centered, are not exempted from providing quality service and satisfying their customers (Cuevas & Tamayo, 2024). Van de Walle and Bouckaert (2007) argue that unsatisfactory service delivery results in dissatisfaction, lower public trust, and loss in government legitimacy. It is possible to examine whether satisfaction or dissatisfaction with services extends to attitudes toward the entire government system, including trust in government and satisfaction with its overall functioning (Van de Walle, 2017).
As the government is continuously receiving criticisms due to poor performance and failure to achieve the ever-growing needs of the citizen, leaders pursued to address these challenges by establishing innovative measures (Magno & Polancos, 2023). In developed countries such as United Kingdom and Canada: service quality frameworks incorporating the Citizen’s Charter and Service Canada, respectively, were introduced to minimize service gaps and increase organizational responsiveness (Osborne et al., 2012). At the same time, in many emerging economies, service delivery inefficiencies persist, usually because of red tape within bureaucracies, poor digitalization and resource constraints (Ikpebe, 2024). In the Philippines, the government has sought to professionalize the delivery of public services. Policies such as the Anti-Red Tape Act (RA 9485) and the Ease of Doing Business Law (RA 11032) were enacted to simplify processes and ease client burden. However, complaints related to long waiting times, lack of transparency, unprofessional staff behavior, and outdated systems continue to undermine public confidence. These issues are particularly concerning given that government services often cater to essential citizen needs, including healthcare, education, licensing, and social welfare. Despite numerous reforms and modernization initiatives, many government offices still struggle to align their service delivery with the principles of efficiency, accountability, and client satisfaction. 
A proposed solution to this challenge is the systematic evaluation of service quality using established models such as SERVQUAL, which examines five dimensions: tangibles, reliability, responsiveness, assurance, and empathy (Parasuraman, Zeithaml, & Bery, 1985). This model has been applied in numerous studies around the world to assess government services. Applying this model across multiple studies allows for a standardized assessment of service delivery and helps identify specific areas for improvement. By synthesizing findings from various contexts, this literature review aims to provide a comprehensive understanding of how service quality influences client satisfaction in government offices. 
Previous research has shown that higher levels of service quality are positively correlated with increased client satisfaction, trust, and compliance. Studies by Mosimanegape et al. (2020), Cuevas & Tamayo, (2024), and Sulistyawati & Listiyanti (2024) among others, have demonstrated the utility of the SERVQUAL model in public sector evaluations. However, there is a lack of consolidated knowledge that critically examines and compares findings across different government settings. This review addresses that gap by compiling and analyzing research conducted over the past decade on service quality and client satisfaction in national and local government offices.
The scope of this study includes a broad review of published peer-reviewed articles, graduate theses, and organizational reports. It covers various national government service contexts with the aim of identifying common trends, strengths, weaknesses, and research gaps. The justification for this work lies in its potential to guide policy makers, public managers, and academic researchers in formulating strategies to enhance service delivery in the public sector. Theoretical and managerial implications drawn from this synthesis include the adoption of SERVQUAL in service evaluation, investment in frontline staff training, infrastructure improvement, and the inclusion of citizen feedback loops. By understanding the direct and indirect effects of service quality on client satisfaction, government offices can better tailor their services to meet citizen expectations, thereby improving public trust and governance outcomes.

2. methodology

This study employed a systematic literature review approach to examine the influence of service quality on client satisfaction in government offices. This approach allowed for a structured way to find, evaluate, and bring together existing research on service quality in national government offices. By carefully examining relevant scholarly work, the study gathered valuable insights into client satisfaction based on the SERVQUAL model.

The review focused on literature related to government offices, with comparative insights from global and local studies to establish a comprehensive perspective. Since this review looks at existing research, there were no direct participants. Instead, the study analyzed articles from reliable sources that involved people using public services, mostly Filipino citizens who interacted with government agencies.

Relevant literature for this study was gathered from reputable academic databases, including Google Scholar, Mendeley, ProQuest, iG Library, WILEY Online Library, DOAJ, JSTOR, and Philippine E-Journals. A total of 79 articles were initially retrieved across the mentioned databases. After applying inclusion criteria and removing duplicates, 65 peer-reviewed articles were included in the final analysis. The search used combinations of terms such as “service quality,” “client satisfaction,” “government offices,” “public services,” and “SERVQUAL.” Studies were selected if they were relevant to the topic, focused on government services, used the SERVQUAL model or similar frameworks, and were published in peer-reviewed journals.

The most cited article in the reviewed set had 25,129 citations, which underscores its significant influence in the field of service quality research. On average, included studies had at least 15 citations, reflecting their academic credibility and impact.
To improve clarity and synthesis, a table summarizing the five SERVQUAL dimensions—Tangibles, Reliability, Responsiveness, Assurance, and Empathy—is presented in the Results and Discussion section, outlining key insights reported in each dimension across studies.

The study carefully cited all sources to avoid plagiarism and included only publicly accessible, peer-reviewed academic materials. Since no human subjects were directly involved, the study did not require ethical clearance.

3. results and discussion

3.1 Service Quality

Service quality refers to client assessments about the core of the service, namely the service provider himself or the entire service organization (Sulistyawati & Listiyanti, 2024). Service quality is naturally seen attribution in view of the clients experience about the service that the client perceived through the service encounter (Ok et al., 2018). High service quality not only improved client satisfaction but also positively shaped their perceptions and increased their likelihood of continuing to use and recommend these services (Ituriaga et al., 2024). Poor-quality services frequently fall short of expectations, leading to dissatisfaction and perceptions of ineffectiveness.

One of the most widely used models for defining and measuring service quality is the SERVQUAL model, introduced by Parasuraman, Zeithaml, and Berry in the mid-1980s. According to the model, service quality is defined as the difference between what customers expect and how they perceive the actual service they receive (Ray, 2023). The SERVQUAL model is a framework developed by Parasuraman, Zeithaml, and Berry (1988) to measure service quality across five dimensions: tangibles, reliability, responsiveness, assurance, and empathy. These dimensions assist to dissect and evaluate the various factors that make up the impression of service quality (Luo & Qu, 2016 as cited in Ray, 2023). To minimize redundancy, further definitions of the five SERVQUAL dimensions—assurance, empathy, reliability, responsiveness, and tangibility—will be integrated directly into the discussions below.
[bookmark: _GoBack]
Table 1 provides a synthesized summary of the SERVQUAL dimensions and key findings from the studies reviewed:

	Dimension
	Description
	Key Findings


	Assurance
	Trust, confidence, and courtesy of employees
	Builds public trust and reduces expectation gaps in government services (Jonkisz et al., 2023)

	Empathy
	Personalized attention and care from employees
	Enhances emotional connection, loyalty, and satisfaction (Kaura, 2013; Ituriaga et al., 2024)

	Reliability
	Consistency and dependability in service delivery
	Positively affects trust and client satisfaction (Chang et al., 2013; Carreon, 2024)

	Responsiveness
	Promptness in assisting and addressing client concerns
	Strong influence on client satisfaction, especially through digital channels (Carreon, 2024)

	Tangibility
	Physical appearance of facilities, equipment, and personnel
	Impacts perception of professionalism and quality (Wang et al., 2023; Magno & Polancos, 2023)




3.1.1 Assurance

Assurance refers to the expertise, politeness, and ability of employees to instill trust and confidence in customers (Isaac & Gonzales, 2024). The competence and courtesy of public employees inspire trust in the system, as evidenced by studies showing that assurance was one of the dimensions with the fewest unmet expectations among clients (Jonkisz et al., 2023). Clients perceive assurance as a critical dimension of service quality that reflects the trust and confidence instilled by service providers through their knowledge, courtesy, and credibility (Magno & Polancos, 2023). 

The empirical findings in a study by Kant and Jaiswal, (2017) as cited in Mosimanegape et al., (2020) reveal that assurance was a significant antecedent of customer satisfaction in public sector banks in India. Similarly, in the context of the Civil Registry Office, providing accurate information, efficient assistance, and clear communication about clients' rights and responsibilities could enhance overall satisfaction and loyalty, aligning with the emphasis on the importance of service quality (Carreon, 2024). While there are multiple previous studies that have empirically confirmed the direct and positive relationship between assurance and customer satisfaction, various authors argue that the increased knowledge of the staff leads to higher service quality and enhances, customer satisfaction (Karagianni & Theriou, 2018).
3.1.2 Empathy

Empathy refers to the quality of personal attention given to the clients (Zygiaris et al., 2022). Empathy reflects how much employees care and share clients' feelings, as demonstrated by their moral communication and mutual understanding (Berinyuy, 2021). Empathetic interactions help build trust between citizens and government organizations by addressing their concerns with care and attention (Kamlasi, 2018). 

Empathy significantly enhances customers' perceptions of service quality and contributes to more favorable evaluations and successful outcomes (Isaac & Gonzales, 2024). Kaura (2013) as cited in Mosimanegape et al., (2020) conducted different studies that found that politeness, personalized attention and empathy of the employees towards customers had a positive influence on their satisfaction in the Indian public and private sector banks. Several studies conclude that empathy also strengthens customer connections, promotes positive word of mouth, and is essential for effective service encounters and meeting service quality standards, leading to greater customer satisfaction and loyalty (Ituriaga et al., 2024)..

3.1.3 Reliability

Reliability refers to the ability of an organization to provide a service reliably and accurately (Karagianni & Theriou, 2018). Maintaining reliability is essential as customers prefer to engage with organizations that uphold their commitments, especially in terms of service outcomes and core support functions (Setapa et al., 2024). Clients perceive reliability as one of the most critical dimensions of service quality (Zhang et al. 2019 as cited in Wang, 2023). 

Research highlights that reliability is strongly associated with public trust, as demonstrated by studies showing that consistent performance and adherence to commitments significantly enhance citizen confidence in the government sector (Chang et al., 2013). In India, Paul et al. (2016) as cited in Mosimanegape et al. (2020) found that in public and private sector banks, reliability positively influenced customer satisfaction. In the context of the Civil Registry Office, the effective handling of client complaints and grievances contributed to customer satisfaction (Carreon, 2024). The study also discussed that positive brand image led to higher levels of customer satisfaction and loyalty.

3.1.4 Responsiveness

Responsiveness refers to the ability to support and assist clients with timely service, and companies that quickly address client needs, inquiries, and concerns are more likely to attract customers (Setapa et al., 2024). Timely and effective responses reduce dissatisfaction caused by delays or lack of communication, which is often a common complaint in public services (Senelwa et al., 2023). Employees’ desire and willingness to provide services is an important aspect of service quality that has so much to do with customer satisfaction (Mangi, 2009 as cited in Berinyuy, 2021).

Andrews and Turner (2017) as cited in Mosimanegape et al., (2020), in a study on customer experience in service delivery in the UK public sector established that the quality of employee performance, marked by responsiveness, competence, and promptness, influenced customer satisfaction. Carreon (2024) emphasizes in his study the importance of responsiveness through various communication channels such as telephone, email, and social media, which helps address customer concerns promptly and contributes to high levels of satisfaction and loyalty. 

3.1.5 Tangibility

The tangibility dimension becomes an inherent in-service quality, such as equipment, physical facilities, and visual attractiveness (Setapa et al., 2024). By matching the tangible connection with the services given, tangible service leads attract customer attention to service quality. Tangibilty also encompass factors like cleanliness, ambiance, and ease of access (Setiono & Hidayat, 2022). The greater the physical appearance and employee outfits with smart equipment in providing service to customers, the greater the propensity to satisfy customers (Wang et al., 2023). 

Public sectors need to provide essential facilities for the effectiveness and efficiency of the service (Magno & Polancos, 2023). Outdated infrastructure and poor physical presentation can harm perceptions of tangibility in the public sectors, but investing in facility upgrades, staff training, and modern equipment can greatly improve client satisfaction by making them feel valued and confident in the quality and reliability of the services (Santos, 2002). 

3.2 Client Satisfaction

Client satisfaction refers to clients' overall attitude or behavior toward service providers, encompassing their emotional response to the gap between their service expectations and the actual service received, especially in meeting their wants and needs (Cuevas & Tamayo, 2024). If the product or service does not meet client expectations, dissatisfaction will result (Sulistyawati & Listiyanti, 2024). Client satisfaction was examined as an outcome variable influenced by the SERVQUAL dimensions (Tarnanidis & Tarnanidis, 2024). It is shaped by both service delivery outcomes and emotional experience during interactions (Sulistyawati & Listiyanti, 2024). Client satisfaction has globally become a strategic initiative for organizations to achieve their objectives (Mosimanegape et al., 2020).
In the public sector, providing high-quality services is essential to ensuring both organizational effectiveness and client satisfaction (Jaiyeoba, Chimbise and Roberts-Lombard, 2018 as cited in Mosimanegape et al., 2020). Client satisfaction is a key measure of government services, reflecting their responsiveness, accessibility, and quality, and satisfied clients are more likely to support government initiatives, fostering a cycle of involvement and cooperation (Carreon, 2024). In his study, Mamo (2018) emphasized that customer satisfaction is fundamentally rooted in the experience clients have during a transaction. This perspective identifies the crucial role of service quality in determining satisfaction levels (Dimaro, 2023). The quality of service determines client satisfaction, so employees, as a frontline agency, must be guided on the type of services to provide and the appropriate standards to ensure that service delivery leads to client satisfaction (Zaportiza-Corvera, R. G. 2017). Client satisfaction is a key indicator of service quality, and it plays a significant role in evaluating the overall performance of a service provider (Brucal et al., 2022). The quality of the service provided directly impacts the type of output or outcome that the provider can deliver to the client (Kobero et al., 2022). In other words, the quality of the service determines the extent to which the provider meets the client's needs and expectations, ultimately influencing the level of satisfaction (Dimaro, 2023).

3.2.1 Client Expectations

As people expected government governance more earnestly, thus expectation of government office service quality was rising (Hsiao & Lin, 2008). Expectations are viewed as predictions made by clients about what is likely to occur during a transaction and serve as a frame of reference for clients to evaluate the performance of each service (Rolo et al., 2023). In the service quality literature, expectations are viewed as desires or wants of costumers (Sulistyawati & Listiyanti, 2024). Customer expectations, when correctly identified, are valuable information for organizations (Rolo et al., 2023). 
Customer expectations leads to higher satisfaction levels, while falling short can result in dissatisfaction and potential customer churn (Nikou et al., 2020). In order to direct employees toward customer-oriented government service with creative behavior and attitude, public sectors organizations have to implement programs (Mosimanegape et al., 2020). Service quality can be achieved through gratification of needs and demands of customers and accuracy in delivering the message to meet the customers’ expectations (Hadiyati, 2014).

3.2.2 Client Perceptions

Understanding client perceptions is one of the best strategies to improve service quality (Zemke and Woods, 1998 as cited in Aspfors, 2010). Client perception describes how customers and potential customers view a company and its products or services and determine the success or failure of a business (Scholar, 2017). The concept of customer perception is built up by customer experiences, how they perceive the service they are offered and ultimately by whether they actually are satisfied with their experiences or not (Aspfors, 2010). Perceived service quality is a general attitude of judgment in relation to the overall excellence of service superiority (B. Zeithaml et al,. 2006 as cited in Gonu et al., 2023). 
Client perception levers the strength of organizations, which are the most essential part of growth and development of the organization (Vignesh & Balaji, 2020). Customer’s perception of service quality can generally be divided into the perception of reliability, responsiveness, assurance, empathy and tangibles (Aspfors, 2010). Moreover, Awuah (2018) as cited in Sam et al., (2022) indicated that high quality of service is the overall customer’s perception of the organization's adequate services related to tangibility, reliability, responsiveness, assurance and empathy. Disaster (2015) as cited in Sam et al., (2022) found that the customer’s perception of service quality depends on the range of gap distance between the customer expects before receive a service and what he or she actually perceive after see and use the service by their own.
One of the factors that can help to increase service is customer positive perception because perception leads to customer loyalty endorsement and repeat receive service (Rouf et al., 2018). It is only when the customers’ perceptions of the business, the products and the services are known, that you truly know whether or not the business is going in the right direction (Aspfors, 2010).

3.3 Service Quality and Client Satisfaction

Service Quality and Client Satisfaction have long been recognized as significant elements in achieving and maintaining success in today's competitive market (Sarande et al., 2022). Many people use the terms service quality and customer satisfaction interchangeably, but customer satisfaction is viewed as the outcome of service quality, which in turn is the factor that generates customer satisfaction (Kobero et al., 2022). The satisfaction of customers and quality of service are closely connected. Satisfaction is higher when the quality of service is high and vice versa (Wang et al., 2023). Studies from Munusamy, et al. (2010) as cited in Roslan et al., (2015) also stated that customer satisfaction and service quality are related. They proposed that, the higher the quality of service, the higher the satisfaction customers will get. 

Ali and Raza (2017) as cited in Asuncion, Arjay & Lacap, Jean Paolo (2021) examined how service quality affects customer satisfaction and the findings showed that service quality is significantly and positively related to customer satisfaction. A similar study was also conducted by Van Quyet, Vinh, and Chang (2015) and they found out that all five (5) dimensions of service quality positively affect the level of satisfaction. It can be concluded that a company that provide services should take the SERVQUAL model as their reference to achieve better service quality as well as maintain their customer loyalty due to their satisfaction (Roslan et al., 2015).

4. Conclusion

This study set out to examine the relationship between service quality and client satisfaction within the context of public service delivery, particularly through the lens of the SERVQUAL model. The findings reaffirm that service quality, composed of five key dimensions—assurance, empathy, reliability, responsiveness, and tangibility—plays a vital role in shaping client satisfaction in government offices. Each dimension contributes distinctly to how clients experience public services. Assurance and empathy emerged as critical elements, emphasizing the importance of staff competence, courtesy, and personalized attention. These foster trusts and strengthen emotional connections between clients and service providers. Reliability, often associated with consistency and accuracy in service delivery, further reinforces client confidence, especially when expectations are met or exceeded. Responsiveness—marked by the timeliness and willingness to assist—directly influences perceptions of efficiency, while tangibility enhances the overall service image through the physical environment and resources utilized during service delivery.
Client satisfaction, as the ultimate outcome of service quality, is shaped by both expectations and perceptions. Clients come into service interactions with certain expectations shaped by past experiences, societal norms, and organizational reputation. Satisfaction is achieved when actual service delivery aligns with or surpasses these expectations. Conversely, a gap between expectation and perception can lead to dissatisfaction. The interplay between these variables confirms the validity and utility of the SERVQUAL framework in assessing and improving public service performance.
From a theoretical standpoint, the study reinforces the applicability of the SERVQUAL model in the public sector, contributing to the broader discourse on public administration and service delivery frameworks. Managerially, the findings suggest that public agencies should invest in continuous staff training, physical infrastructure improvements, and client-centered service protocols to enhance satisfaction outcomes. These are not merely operational concerns but strategic priorities for achieving long-term trust and service excellence
Moreover, the integration of service quality into public sector operations is not merely about improving transactional experiences but also about fostering civic engagement, building organizational trust, and achieving strategic public value. When service quality is enhanced, client satisfaction rises, which, in turn, encourages continued utilization of government services, public trust, and overall service effectiveness.
In conclusion, the study validates that service quality is a strong predictor of client satisfaction in national government offices. By strategically focusing on the SERVQUAL dimensions, public offices can develop a more responsive, trustworthy, and citizen-centered approach to service delivery. These improvements are essential not only for organizational performance but also for strengthening the relationship between the government and the people it serves. Continued efforts to understand client expectations and perceptions, coupled with investments in service quality improvements, will result in sustainable satisfaction and better governance outcomes. As a future direction, an empirical study collecting data from users of various service organizations in the Philippines will be the logical extension of the present research, offering concrete validation of the reviewed findings.
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