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Abstract 
Service Quality plays vital role for customers to decide which product 

and service they want to avail and how the product and organization is 

performing. Customer satisfaction is qualitative phenomenon in nature 

so it can be measured through quality of the services. Service quality 

will help an organization to realize how they can intervene and gain 

competitive edge in the market. The organizations are using structured 

quality management principles, tools and techniques to gain trust of the 

customers. Housing sector also comes under the services and 

manufacturing sector of Pakistan. The housing and construction has 

also been increased the business of other linked industries. Provision of 

Quality housing services for public is also a challenge for the many of 

the governments around the globe. They are doing their best to deliver 

quality services to their customers in order to gain their satisfaction. 

To keep pace of growth and competitive edge, organization requires 

efficient, committed and highly skilled management professionals to 

cope up with these challenges. This study intends to probe the service 

quality leading to customer satisfaction of housing services in public 

sector (Pakistan Housing Foundation)
1
. A customized SERVQUAL 

model has been used to evaluate the service quality of housing services 

by Public sector organization based on the resident’s perceptions. The 

total sample size consists of 150 flat (houses). Pakistan housing 

Authority (PHAF) is the unit of analysis. Factor analysis and multiple 

regression techniques have been used to identify the relationship 

                                                           
1
 Pakistan housing Authority (PHA) has been used to follow the approved title; subsequently PHA has gained 

the status of Pakistan Housing Authority Foundation (PHAF) that is why PHA has been discussed as PHAF in 

the further documentation. 
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among service quality of housing services and customer satisfaction of 

residents. The results are significant, showing that service quality of 

PHA is of satisfactory level. 

 

Keywords: Service quality, Customer satisfaction, Competitive edge, Housing sector  

 

I. Introduction 
 Customers all over the world believe in quality as an icon before purchasing any 

product or availing any service. The decision of purchasing depends on the attributes of 

quality in that particular product or service. Like other sectors of the economy; the 

services sector of Pakistan is also striving hard to propagate and flourish itself as a vital 

component of the economy. Customers have created the challenging environment for the 

organizations. The services are intangible so these are being judged through the quality 

attached. The important factor to pursue business successfully is the quality perceived by 

the customers at the time of availing services (Peeler, 1996). Quality dimensions should 

be observed from each and every aspect, so that the services quality could be received at 

its maximum. Further research on the service quality by Zeithamal et al (1990) has 

worked on the ten determinants of the service quality which later on showed strong 

correlation among themselves. Thus, the ten determinants having same literal meanings 

were blended into set of five, branded as reliability, responsiveness, assurance, empathy 

and tangibles forming the SERVQUAL Model. Quality of the service can be measured 

through SERVQUAL model.  

 

 Customer satisfaction is the key element for creating future purchase demand of 

the particular product or service. Housing sector is implementing quality management 

techniques to use them as strategic tool to gain competitive edge in the market. Public 

sector housing services are rising from very low level though it is still in infancy. The 

need for housing was identified by the population explosion, housing backlog and 

growing awareness of housing finance options. Housing has created social value by 

providing social stability, functional neighborhood, and development of civil society and 

general enhancement of welfare. The headstone to raise level of customer’s satisfaction 

in today’s business market is quality. Government in Pakistan has played its role by 

charting national housing plans, rules and regulations for the actors and institutions. 

National Housing Policy (2001) is an ample example of government intervention. Policy 

highlights that all housing aspects including provision of land, financing, construction 

technology, building materials and low income housing research should be part of a 

mandate of each and every housing service provider. The major focus of the policy is on 

the resource mobilization, land availability, incentives for home ownership and 

development for cost effective construction. Pakistan Housing Authority Foundation 

(PHAF) is selected as a public sector entity to carry out research. It is working under the 

administrative control of Federal Ministry of Housing & Works to promote, control and 

coordinate the development of low budget government employees and general public 

housing schemes at selected places throughout the country. Government is acting as a 

facilitator for mobilizing, monitoring and advocating creation of land bank, housing fund 

and pilot projects. 

 

 The study has used SERVQUAL Model to measure customer satisfaction of 

residents of PHAF flats through service quality. The published writings and research 

conducted on the same subject are indicating the fact that quality of the services 
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anticipates customer satisfaction. Pakistan comes under the banner of developing country. 

Like other countries public sector in Pakistan is striving hard to fulfill the housing needs 

of its public. Pakistan Housing Authority Foundation is providing affordable and 

sustainable housing to the government employees and general public. Here the study will 

try to identify that whether the housing service is satisfying customers, the nature of 

relationship between the customer satisfaction and service quality and to chalk out the 

policy recommendations for enhancing the performance of Pakistan Housing Authority 

Foundation. 

 

II. Significance and Objectives of Study 
 Research on customer satisfaction at public sector will help to identify a useful 

indicator for meeting up with what services Pakistan Housing Authority Foundation is 

providing. And how much positive or negative influence the product or service is making 

on customers. The importance of this study derived from the impact of the voice of the 

customer that makes public organization to create a welfare state through exchanging 

information and services with the citizens. In addition, it will benefit an organization to 

monitor its business. The study has been constructed to achieve the following objectives. 

 

i. The study aims to investigate the quality of the services provided by PHAF. 

ii. To measure the extent to which customers are satisfied. 

iii. Other focus of the study is on the relational chemistry of service quality and 

customer satisfaction. 

 

III. Review of Literature  
 Customer satisfaction and its measurement has very important role for business to 

get competitive edge in the market. It is observed that the organizations and businesses 

that recognize the importance of marketing strategies by acknowledging the customer’s 

expectation and perceived quality could have more chances to gain customer loyalty and 

increase rate of return. Customer satisfaction helps organizations to get information about 

the preferences, needs and wants of customers by Cengiz (2010). The measurement of 

customer satisfaction at health services department is considered as the most requisite 

part of the research as it will open a window to asses and watch over the behavior of 

patients after receiving particular service. The customer satisfaction and quality attributes 

have positive relation (Hsiu-Yuan, 2011).   

 

 Sureshchander et al (2002) has discussed about the correlation among customer 

satisfaction and service quality. The researcher claimed that service quality and customer 

satisfaction are closely related to each other. The quality of service is investigated 

through customer satisfaction and the contentment of the customer with the product and 

service. The study investigated the factors of customer satisfaction comprising quality of 

service, tangibles and service delivery process. Quality of the service is evaluated on the 

basis of SERVQUAL model comprising tangibility, reliability, responsiveness, assurance 

and empathy.  

 

 The rationale of understanding that how the quality of services has been delivered 

within the Mauritian public service. His investigation focused on customer anticipation 

about the services provided by the public sector departments at Mauritius and the actual 

service quality perceived or received by the customers (Ramseook-Munhurrun, 2010). 

The business entity can float in the market as a big ship if it is aiming to provide good 
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quality of the services and receiving customer satisfaction as a reward in the end. The 

results and analysis has been interpreted on the basis of SERVQUAL model (Azizzadeh, 

2013). Customers are now well aware of their rights so now it is becoming challenge for 

organizations to read the minds of customers and get an idea about their anticipations 

about the services. The difference between the actual quality perceived by the customer 

and the expected one will create a breach. So here the role of organization will become as 

a problem solver. In most of the cases when the anticipations of the customers are 

evolving on the daily basis then it becomes a challenge for the service provider to meet 

up the demands of their customers. SERVQUAL model has been used by the business 

unit to identify and asses the quality of the services and satisfaction. Satisfaction acts as a 

mediator for customer loyalty (Ismail, 2013). 

 

 Service quality determinants serve as standards for companies to know what action 

plans and strategies can be used to enhance the service quality perceived by customers 

who will in return increase the customer satisfaction. This will further help organization 

to identify the point of departure (the things which are source of dissatisfaction) e.g. if 

customer has problem with punctuality of transport, it means company has time 

management problem this could be determinant for dissatisfaction. So service quality 

depends on the qualitative perception of customer about service or product performance 

(Fonscea, 2010). The study revealed that the type of project, price offered and length of 

residency has important influence on housing satisfaction. As satisfaction is a barometer 

to evaluate what is actually received by customers and what was expected (Jaafar, 2005).  

 

 Studies conducted by Fernandez et al (2010) and Monit et al (2010) identified that 

most of the governments in the developing countries are not passive in their efforts to 

provide qualitative services and sustainable housing. Governments in all over the world 

recognize that they have social responsibility of providing adequate housing to its public, 

as they claim to govern for the welfare of state. After reviewing literature by several 

researchers, it has been concluded that in recent times governments are making efforts to 

meet their commitments. The reason for failure is the lack of monitoring and evaluation 

of national housing policy implementation (Ibem, 2010). Customer satisfaction is the 

main indicator of success for product and service. It could be measured through assessing 

the service quality dimensions by using service quality model (Miguel, 2013). If the 

employees are satisfied with their jobs then they will be more in a position to satisfy a 

customer (Kim, 2013).The study strived to develop correlation amongst the quality of the 

service provided by the organization to gain the satisfaction of the customers. The 

attempt of the paper is to establish a connection between the service quality of 

commercial banks in Jordan and satisfaction of customers against those services. 

(Parasuraman et al, 1988) presented SERVQUAL Model through the determinants of 

Service quality, namely Reliability, Responsiveness; Empathy, Assurance, and Tangibles.  

 

 Concluded part of the study has given the idea that the quality of the service is an 

antecedent of customer satisfaction (Mohammad, 2011). If the quality of the services 

being offered by the company is not up to the mark of customers. Then anticipation by 

the customers will be higher than their perception leading towards dissatisfaction 

(Angelova, 2011). Companies are becoming alert about the customers prefrences and 

satisafction. The service quality has strong impression on the satisfaction of customers 

(Siddiqui, 2010). Those organization willl be able to sustain in the business world, which 

are working on the principle of Total quality management (TQM) (Redman, 1995). The 
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deviations among public and private sector can be observed through diffrence in the 

service quality level (Haq, 2012).  

 

 The key features of customer satisfaction which motivates customers to develop 

interest for the purchase of the particular product or service. The operational activities of 

an organization can be judged through the satisfaction of customers towards product or 

service.   Product and service quality helped organizations to compete and gain 

competitive edge according to the needs of the customers (Ijaz, 2011). The product or 

service is considered as valuable when customer   satisfaction is aim of the organization. 

If organization flunks to satisfy its customers then it can be replaced by the other 

competitive companies. It is very much necessary for the organizations to retain their 

customers instead of attracting new ones. The conclusion is suggesting that the service 

quality and customer satisfaction has positive relation. Organizations have to improve 

service quality and delivery process to retain and satisfy their customers (Khurshid, 

2012). 

 

IV. Conceptual Framework 
 The conceptual framework seeks to generate a correlation amongst customer 

satisfaction and service quality. This study establishes that service quality can be 

evaluated by using five dimensions of SERVQUAL model. Customer satisfaction is 

clarified by many researchers; it is generally accepted as transaction-specific or 

cumulative. This study is supporting transaction-specific customer satisfaction because 

customers under this study are those who consume services, satisfaction is the indicator 

which shows customer’s will to maintain business relationship with the organization and 

it is also the dire sensation felt by the customers right after availing a particular product 

and service.  

 

Figure 1: Relationship between Customer Satisfaction and Service Quality 

 
 Service quality model was developed by (Parasurman, Zeithmal and Berry, 1985). 

With the passage of time model was refined by (Parasurman et al., 1988). This model is 

comprised of five dimensions as mentioned above. If the customers of a particular 

product and service agree that they have experienced the dimensions of service quality in 

the product and service they are consuming, then it can be concluded that the specific 

service has an attribute of service quality which is satisfying customers.  
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V. Research Methodology 
A. Research construct 

 SERVQUAL Model has been incorporated in this study .The model comprises of 

five dimensions namely; Tangibility, Responsiveness, Assurance, Empathy and 

Reliability. Responsiveness is the willingness of the employee/staff of an organization to 

help customers and provide prompt services. Second dimension is Empathy which 

focuses on the caring attitude and individual attention being provided by the employees 

to its customers. Third dimension is Assurance; it’s about the knowledge of employees to 

inspire and gain confidence or trust of customers. Fourth dimension is Reliability; which 

functions as an ability to perform the committed service accurately. Fifth dimension is 

Tangibility which includes the physical facilities, equipment and staff appearance.  

 

B. Variables  

 The main variable is customer satisfaction which is the dependent variable and 

service quality is the independent variable. Service quality dimensions are the proxy 

variables. The context of using service quality dimensions is based on the core functions 

of PHF that are construction of the product, utility services and documentation processes, 

(Fig 2).In doing so, customers were asked about the service quality dimensions based on 

the context of PHF functions and their responses are analyzed through statistical tools to 

find out whether the customers are satisfied with the service quality of public sector or 

not. 

 

Figure 2: Causal relationship 

 
 

 On the basis of these five above mentioned dimensions a questionnaire has been 

constructed to extract the information from the residents of PHF regarding service quality 

and customer satisfaction. The model has sketched the dimensions to set as benchmark of 

expectations for the customers regarding particular product and service. So the stated 

questions are the expectations and the responses are the perceived quality after availing 

the product or service. 

 

C. Data Collection Instrument and Research Design 

 Primary and secondary data are used for the research. Primary data is the new, first 

hand data collected personally. On the contrary, secondary data is the data that has been 

published already, and/or archived, collected by someone for some other person. The data 
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collection method is survey method and instrument used for data collection are 

questionnaire and personal interviews. Secondary data has been used for literature review 

and primary data source is questionnaire which is used for the purpose of extracting 

information from the residents of PHF flats to test hypothesis. 

 

D. Design of Questionnaire 

 Data capturing instrument used in this study is questionnaire which is constructed 

on the basis of PHF’s core functions and service quality dimensions. The questionnaire is 

designed as closed ended to get to the point information. It contains 26 questions based 

on the service quality dimensions. They are coded as (1= 20-30,2=31-40,3=41-50,4=51-

60,5=61-70) for Age of the respondents, (1= matric, 2=intermediate, 3=bachelors, 

4=masters, 5=M. Phil/PhD) for education of the respondents,(1=male,2=female) for the 

Gender of respondents, (T1, T2, T3, and T4) for Tangibility, (RES1, RES2, RES3, RES4, 

RES5, RES6, and RES7) for Responsiveness, (EMP1,EMP2 and EMP3) for Empathy, 

(REL1 and REL2) for Reliability,(ASSU1,ASSU2,ASSU3,ASSU4) for Assurance and 

(CS1,CS2,CS3,CS4,CS5,CS6) for customer satisfaction. SERVQUAL dimensions are 

same as stated by Parasurman, only the statements of questions are rephrased on the basis 

of PHF functions. Likert scale has been used for the evaluation of responses. It is coded 

as (1= strongly disagree, 2= disagree, 3=neutral, 4= agree, 5= strongly agree). 

 

E. Pilot Study 

 Before giving out the survey to the customers, pilot study of 25 surveys has been 

conducted to verify the validity of the data. The reliability of pilot study is about 0.87 

Cronbach’s alpha shows that data collected is reliable and further research can be carried 

out with the same population. 

 

F.  Selection of the sample 

 The study has two stakeholders one is PHF employees and the other is the 

residents of PHF flats. The unit of analysis for this study is Pakistan Housing Foundation, 

Islamabad and the focus of the research is to find out that how the residents/customers of 

the PHF perceive service quality in housing schemes. This means our sample is from the 

residents of PHF flats which cover the area of G sector in Islamabad. G sector has 

population of about 600-800 houses which are operational at the moment. This study has 

collected a sample of 150 houses and customers from the population. Convenient 

sampling technique has been used to easily access the respondents. 

 

G. Data Analysis method 

 As the nature of the study is qualitative, yet to test hypothesis for the analysis 

purpose statistical tools have been utilized to quantify the responses. Following 

techniques have been used; frequency analysis, reliability analysis, factor analysis, 

multiple regression and ANOVA. The very first analysis conducted for the study is the 

reliability analysis which is stating the standardized Cronbach’s Alpha at 0.917. It refers 

to the internal reliability of the data. As for the preliminary analysis, descriptive statistics 

has been used which involves the demographics of the respondents by providing 

frequency for the sample size of 150. The main analysis involves factor analysis. Factor 

analysis will involve three steps; KMO test, Bartlett’s test of sepherecity and Extraction 

and rotation method. Then further in the study multiple regressions will be used to 

identify the value of dependent variable and by using dependent variable to find out the 

value of independent variable.  
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VI. Results and Discussion 
 Analysis of data is based on two categories, the preliminary analysis and the main 

analysis. 

 

A. Preliminary Analysis 
 Reliability analysis: The Cronbach’s alpha for the data set is 0.917. This reliability 

value for our study is significant considering the fact that the highest reliability that can 

be obtained is 1.0 and this is suggesting that the items of the dimensions of SERVQUAL 

model are accepted for analysis and are credible. 

 

B. Further Analysis 

Descriptive statistics 

 The demographic statistics are showing that the sample number is 150. Among the 

participants, 63.3% are male and 36.7% are female. Most of the respondents (91.3%) 

belong to the age group (41-70) and rest of (6.7%) belongs to age group of (20-40). 

Among the participants, 5.3% have done (Matric), 10.7% (Intermediate), 16.7% 

(bachelors), 44.7% (Masters), 22.7% (M.phil). 

 

Mean and frequencies 
 Mean and frequencies are used to find out the trend of responses and inclination of 

responses. The results have been shown in table1.  

 

Table 1 Service Quality dimensions and Customer Satisfaction 

 
 

Factor Analysis 

 

Table 2 Sustainability of the data 
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 Factor analysis has been used to go through the all data set and to condense a large 

set of variables to more manageable number of factors. Factor analysis is conducted in 

three steps, first step is to test KMO test of sampling adequacy, second is Bartlett’s test of 

sphericity and in the end extraction and rotation method is used. Here KMO test is 

showing the value of 0.815 which is closer to one and proving that there is impartial 

correlation among variables. Whereas Bartlett’s test of Sphericity is showing P value at 

0.000 which is significant and is rejecting the null hypothesis that there is no correlation 

among variables. 

 

Table 3 Variables extraction 

 

 

 The above table is showing the variables having standardized variances (equal to 

1) have correlation. The extracted variables are tangibility and customer satisfaction. The 

seven extracted components have shown Eigen value or variances more than 1.The 

extracted components will be showing more loadings on the factors. The extracted factors 

are than rotated again to minimize the number of loadings and initial variance. Before 

rotation the variance was about 36.67 percent and after rotation it was about 17.91 

percent of the extracted factors. Scree plot has been used to show the variance. The 

values which are horizontal to the x-axis are retained only one variable (including four 

components) that is tangibility has been extracted. 
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Figure 3: Scree Plot for Variance 

 
 

Multiple regressions  
 The regression analysis has been used to predict the value of a variable based on 

the value of two or more variables. The variable that is to be predicted is known as the 

dependent variable and the variable being used to predict the value of dependent variable 

is known as Independent variable. 

 

Table 4: Results of Regression Analysis 
SQ dimension correlation with CS 

 RES REL EMP ASSU 

R Correlation coefficient( CS) 0.804 0.484 0.570 0.648 

Adjusted R Square 0.638 0.229 0.321 0.416 

F-statistics  66.530 45.357 71.337 107.239 

Significance Level 0.000 0.000 0.000 0.000 

Over all SQ and CS correlation 

R ( predictor SQ and dependent variable CS) 0.766 

Adjusted R square( predictor SQ and dependent variable CS) 0.58 

F-statistics  210.613 

Significance Level 0.000 

 

 The SQ dimensions correlation matrix is showing, when the CS (DV) is regressed 

with IV (SQ and dimensions) then the extracted results are as 0.804 for RES, 0.484 for 

REL, 0.570 for EMP and 0.648 for ASSU. So here we can say that the overall service 

quality has strong correlation with CS hence proving alternate hypothesis. The adjusted R 

square is showing 63 percent of explained variance in CS due to independent variables. 

The F statistics is showing the point of departure from straight line here it is 66.53 

percent along with the p value of 0.000 showing that the null hypothesis has been 

rejected. The difference among the actual and observed values is not much. Overall SQ 

and CS is showing correlation coefficient at 0.76, which is strong correlation and the 

coefficient of determination R adjusted square is telling 58 percent of variance in CS 

because of SQ. The F statistics is showing the difference of 210.631 at the P value of 

0.000, showing not much departure from the straight line. The SQ has positive impact on 

CS. The entire null hypotheses have been rejected.  
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VII. Conclusions and Policy Recommendations 
 The purpose of the study is to theoretically practice service quality model in PHF 

flats in order to measure customer satisfaction and identify that which dimension brings 

more satisfaction. As PHF is an attached department of Ministry of Housing and Works, 

it solely works on the profit earnings from the sold apartments or flats. So level of 

efficiency is better here than in any other government organization. As the results of 

study are showing that customers of PHF are satisfied with all the dimensions of service 

quality. Customer satisfaction is a function of Service quality model.  

 

 Government sector organizations in Pakistan are not considered efficient. 

Customers complain against the poor services being provided by the organizations. In 

case of PHF, results are portraying different picture, residents seem to be satisfied 

because they trust government regarding security of their invested money. They are 

happy with the customized needs of having prime locations for their apartments in the 

main city of Islamabad. The basic utilities and infrastructure are available at apartments. 

The promised high quality construction has been provided by the reputable company of 

national proportion. The possession and documentation services are transparent and 

quick. Pakistan housing foundation is the attached department of Ministry of Housing 

and Works. The organization has its own mandate based on the National Housing Policy 

2001. Policy claims to create affordable and economical living for the general public and 

government employee, so is the mandate of Pakistan housing Foundation (PHF). Housing 

is considered as one of the major factor of macro-economy that is why government 

focused on it and became facilitator. 

 

 Pakistan Housing Foundation (PHF) is consistently striving to eliminate 

homelessness and to reduce the housing shortfall in Pakistan. PHF aims to provide high 

quality and state of art building at low and affordable prices for the general public and 

government employees. In doing so, PHF is focusing on organization-client relationship 

by providing satisfactory quality services. In the realm of business, customers are treated 

as king; hence their positive experience with PHF will create good word of mouth. If the 

perceived quality of customers is high; they will make good will for the organization. 

Indeed customer satisfaction plays vital role in the establishment of business. Housing 

policy tried to bridge relationship among general public by promising them quality 

services and products and hence getting customer loyalty and satisfaction in return. 

 

 The shortfall has created the demand for shelter. Housing belongs to service 

sector, it has major socio-economic benefits like; increased contribution in overall GDP, 

housing for shelter-less families has increased the production of 40 linked industries and 

also provided the employment opportunities. The major reason for backlogs in housing 

services is inconsistent implementation of housing policies. The literature is showing that 

growth of business depends on the consistent provision of high service quality to the 

customers. So this gap should be recovered by PHF as per the mandate of the 

organization. 

 

 Though the results are showing that customers are satisfied with the service quality 

of PHF but still organization is facing some problems in the policy like; scarcity of 

financial resources, lack of infrastructure facilities, population explosion and rapid 

urbanization . Resolution of these issues can lead the organization towards better service 

quality provider. 



1048      Pakistan Journal of Social Sciences Vol. 35, No. 2 

 The recommended policy measures are fiscal measures, sectoral measures, 

regulatory measures and resource mobilization. Sectoral measures need local government 

and provincial governments for the settlement of housing developments. Infrastructure 

should be responsibility of utility agencies like; WAPDA, PTCL, SNGPL etc. so that the 

customers can get what they expected from PHF services. Comprehensive project/land 

information system should be developed in order to keep customers updated about the 

progress of the housing projects. The entitlement procedures or documentation should be 

simplified to create clear understandings for the clients. 

 

 Fiscal measures involve joint ventures with foreign partners for building houses in 

a way that quality assurance can be communicated to the customers. It is also needed to 

reduce the stamp duties and registration fee to 1%; it will help to improve the 

documentation process for the customers. Besides this, all the taxes and duties on 

construction materials should be rationalized so that the cost faced by the organization 

does not end up as burden on the customers. 

  

 Resources mobilization involves welfare funds from provincial and federal 

governments for the low income housing development. Regulatory measures should 

focus on providing single podium for the participation of public, foreign investors, 

NGO’s and public sector to discuss housing policies. A regulatory framework should be 

established for the delivery of efficient housing services. Infrastructure agencies should 

be brought together to create adequate supply of fully service land. The above mentioned 

policy recommendations will help PHF to re-establish their product and services quality, 

in order to gain more trust and loyalty of customers via customer satisfaction. 
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