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ABSTRACT 

 

The aim of this study is to measure and identify gaps between user’s 

expectations and perceptions of the online services in the Property 

Registration Authority Ireland. 

Using a mixed approach, the researcher used secondary data by 

reviewing the literature regarding Service Delivery, eGovernment and 

Information System Service Quality to create a slightly modified 

version of the SERVQUAL instrument which includes a new 

dimension called “fear”. The researcher then used primary data in the 

form of a web based questionaries’ to receive the quantitative data. 

The findings found significant gaps between the customer expectations 

and the customer perceptions regarding the service quality dimensions. 

The findings found that fear can also impact service quality 

perceptions.  

Although most of the gaps can be attributed to external forces not 

related to the Property Registration Authority Ireland the main 

limitation was the lack of qualitative research which would have 

brought more clarity to the discussion.  

This dissertation will help practitioners and academics seeking new 

improved models of measuring and delivering quality service.     
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1 INTRODUCTION  

1.1 Researcher Background   

For this study, Property Registration Authority Ireland = PRAI 

The researcher has worked in the PRAI for eight years before enrolling in the MBA 

course at DBS. The researcher worked on developing the core ICT systems including 

the online landdirect.ie which is the system that allows customers view and purchase 

property related information. The researcher is keen to understand the impact of these 

systems from a customer point of view and measure that gap between customer 

expectations and perceptions. The interest in how technology can improve the delivery 

of services and the desire to improve customer relationships have led to this proposed 

research. The researcher is suited to conduct this research as the knowledge of 

Information Systems and the PRAI is acquired.  

1.2 Research Context 

In government, Information Services and information are public property, not a 

proprietary resource to be protected and exploited for competitive advantage (Carter & 

Belanger, 2005); the researcher hopes to measure service delivery in a way that can 

assess eGovernment delivery. There is a real business requirement to get some feedback 

on the online services and the PRAI have made a commitment to get customer feedback.  

“The Government is committed to renewing public confidence in the system of 

government by the introduction of reforms in the delivery of public services. The type 

of public service which the Government is working to achieve can be summed up in 

one word: quality. Ireland needs and deserves a public service which operates to the 

highest standards, both in the quality of its decision-making and in the quality of 

service provided at the point of impact on the customer. This quality imperative 

applies at all levels of government” (Better Local Government: A Programme for 

Change,1996). 
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The government in its Program for Government and the Public Service Reform plan 

2014-2016 http://www.reformplan.per.gov.ie/ highlighted ICT as a key enabler to 

delivering improved public services and thus a component of the overall public service 

reform program. Within this plan is a section which is titled “a focus on service users” 

which identifies improvements for users of public services as a central theme and 

discusses the initiatives which are key to its delivery including: 

 Digital Government 

 Improving Customer Experience 

 Alternative Models of Service Delivery 

 A Focus on Service Users since 2011 

The report goes on to discuss some key reforms that have taking place in various 

departments and sets out it goal for the next three years, the report concludes stating  

“Building on progress to date, it will be important to maintain a focus on Public Service 

Reform over the coming years, so that ongoing change and continuous improvement 

become the norm across all sectors. The reform programme needs to be further 

embedded and some major reforms are still in set-up or roll-out phase, or have yet to 

deliver the full range of planned benefits, in line with the normal lifecycle of major reform 

projects and programmes.  

Public Service Reform was a central part of the response to the challenges of recent 

years. While the economy is recovering, budgets will remain constrained and significant 

demographic pressures mean that reform of the Public Service should continue to be a 

priority in 2016 and beyond”. 

The Property Registration Authority (PRAI) was established on 4th November 2006. The 

key contributions of the PRAI to the Irish economy are to provide a register of title to 

and to guarantee security for those dealing with property.  93% of the land mass of 

Ireland is currently registered in the PRAI. 

http://www.reformplan.per.gov.ie/
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Almost all land and property have a unique folio number. Most property transactions are 

lodged as paper deeds in the PRAI by their customers. Types of transactions include 

ownership transfers, taking out mortgages, land development. The current PRAI system 

of registration involves customers creating deeds and lodging these in the PRAI. An 

application is then created on the system and settling officers make changes to the folio 

on the system based on what is in the deed. 

As part of the delivery of its electronic services, the PRAI has developed a suite of 

innovative online information and registration services. These are available online via 

the landdirect.ie and eRegistration.ie services and as web services. In 2013 there was 2.9 

million online transactions. In 2014 there were 3.1 million online transactions. In 2015 

there was 5.2 million online transactions. 

 

Figure 1 Source – PRAI Annual Report 2015 

There has been a focus on moving to eRegistration in recent years whereby customers 

can lodge deeds electronically but the take up is not great and it would be interesting to 

find out if the reason for this is because many customers fear that this will eventually 

lead to the middle man effectively been cut out and if a new paradigm shift such as a 
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digital registration system, whereby customers can still lodge paper documentation 

which would be digitally captured on the system before getting processed, might be a 

better alternative. 

The growth of literature in the field of service quality has developed over time. The 

research is ever changing and has evolved and adapted to many types of industries. This 

research provides new directions to service quality researchers. 

1.3 Reasons for Research   

‘To improve services, we need to understand more about customers’ experience of using 

government’s services. Governments tend to have lots of information on transactions 

between the customer and the service provider, but little on customers’ real experience 

of us.’  Alexis Cleveland, Chief Executive of the Pension Service UK 

This research is rooted in a real business need. Feedback on the current online services 

in the PRAI is important to help with the organizations strategy for the next year.  The 

academic background of the researcher is related with the knowledge in the business 

and his involvement in the development of the main online services for the business. 

Enrolling in this MBA course the researcher wanted to challenge himself as he came 

from highly technical background and mindset, choosing something to go beyond his 

comfort zone. The researcher has an interest regarding customer satisfaction and service 

delivery, he has an interest in developing new ways to improve customer service levels. 

The actual job of the researcher is in the Property Registration Authority and it is for 

this reason the researcher is committed to this research and this enables him to offer a 

contribution to his company. With all the knowledge, he acquired in the master 

program, he is going to be able to identify important aspects of service quality, to help 

with strategic policy in his organization. 

To justify the importance of the research, the researcher seeks to answer:  

 Who will benefit and why it’s important to the sector: 
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 The PRAI and Government sector will benefit. This research 

is important to help formulate strategy going forward and it 

would be beneficial to the PRAI to get customer feedback on 

the current services and how these can be improved. 

 Will it bring a new academic perspective? 

 The researcher asserts that by examining standard models and 

frameworks of service delivery, with some variations, in a 

technological world, gaps will be identified upon which 

further research will be required. 

OECD research suggests that a focus on service quality provides an opportunity to 

either enhance the way existing services are delivered or to re-examine the rationale for 

existing programs and their services, and to consider re-engineering the processes by 

which services are delivered. 

There is a lot of academic research developing frameworks for service quality. 

Frameworks like SERVQUAL or RATER have been used to analyze quality in services 

and have been modified to suit different sectors.   

Research studies of online service quality have found only a few. Yoo and Donthu 

(2001) propose four dimensions of e-service quality:  

 Ease of use 

 Aesthetic design 

 Processing speed 

 Security 

Parasuraman et al. (2005) find two categories of online service quality:  

 e-core  

o efficiency 

o fulfillment 
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o system availability 

o privacy 

 e-recovery 

o responsiveness 

o compensation  

o contact 

E-core service consists of four dimensions: efficiency, fulfillment, system availability, 

and privacy. E-recovery service consists of three dimensions: responsiveness, 

compensation, and contact. 

The researcher has looked at the above models and discusses more in the literature 

review. In this research the researcher had decided on using a gap analysis model which 

is a slightly modified version of the popular service delivery model called SERVQUAL 

sometimes called the RATER model which identifies gaps between user’s expectations 

and perceptions of service quality across 5 dimensions. 

 Responsiveness 

 Assurance 

 Tangible 

 Empathy 

 Reliability 

Using a slightly modified version of the RATER model which the researcher calls the 

RAFTER model, the researcher would like to assess if there is a case for a new 

dimension called the “FEAR FACTOR” dimension which would evaluate peoples fear 

of the speed of technological advances and how it could impact their environment. 

These six dimensions will be discussed in more detail through the literature.   

“Fear can be the enemy of empathy”: Leslie Jamison 2014  
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Lord Justice Fulford speaking at the annual Bond Solon Expert Witness Conference in 

London stated that “Perhaps all of us professionals who rather enjoy our jobs need to 

hope that the new digital systems do not render us entirely redundant” 

Finally, the reasons for this research is to answer some of the below questions:  

• Is the PRAI providing quality service through it online services?   

• How can the current services be improved on? 

• Do certain customer groups fear that technological advances maybe too 

destructive for the future of their business? 

• What is the customer gap i.e. a difference between customers’ expectations 

and perceptions? 

 

1.4 Research Questions  

The purpose of the research is to measure the gaps, if any, between users’ expectations 

and their perceptions of the online services in the Property Registration Authority.  

A modified version of the SERVQUAL RATER which the researcher calls the 

RAFTER model is used which attempts to measure the gaps in six dimensions which 

are: 

 Reliability 

 Assurance 

 Fear 

 Tangibles 

 Empathy 

 Responsiveness  
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The study will include the analysis of the impact of each individual RAFTER dimension 

components in the context of the online services in the Property Registration Authority 

regarding service delivery. With this analysis, the researcher will attempt to answer the 

following hypothesis: 

H1: There is no significant gap between the customer expectations and the customer 

perceptions regarding the service quality dimensions. 

H2: There is a significant gap between the customer expectations and the customer 

perceptions regarding the service quality dimensions. 

 

1.To evaluate the SERVQUAL responsiveness dimension elements and its influence 

on customers’ perceptions in relation to the online services offered by the Property 

Registration System Ireland. The three statements included 

 Easy to reach the appropriate member of staff by phone or email 

 Notice given before any online maintenance or upgrade takes place 

 Responds to all correspondence relating to general enquires within 3 working 

days 

2. To analyze the SERVQUAL assurance dimension elements and how it influences 

on the customer satisfaction from the online services offered by the Property 

Registration System Ireland. The three statements included 

 Staff have the required knowledge and skills to deal with queries in relation to 

property registration 

 Organization is transparent and accountable 

 Online systems and data are secure 
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3. To analyze a new dimension called the fear dimension element and how this 

influences on customer satisfaction of the online services offered by the Property 

Registration Authority. 

 Does the rate of technological advances in the world cause you 

concern? 

 Should there always be a paper based alternative to 

eConveyanncing? 

 Will technology eventually replace your job? 

 

4. To evaluate the influence of the SERVQUAL tangible dimension on customer 

satisfaction from the online services offered by the Property Registration System 

Ireland. The three statements included 

 Online services are modern and up to date 

 Online services are visually appealing 

 Online services are accessible to anyone who requires the service 

 5. To evaluate the influence of the SERVQUAL empathy dimension elements on 

customers’ perceptions of the online services offered by the Property Registration 

System Ireland. The three statements included 

 Costs consistent with what clients and I require and can afford 

 Facility to offer feedback and ideas for improvements 

 Electronic products purchased online are of good quality 

6. To evaluate the influence of the SERVQUAL reliability dimension elements on 

customer satisfaction from the online services offered by the Property Registration 

System Ireland.  The three statements included 

 Process 75% of applications within 10 days as per the customer charter 
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 Staff are sympathetic and reassuring to users of the system 

 All data and records are held accurately 

The findings of this research will help to understand other people’s point of view of the 

current online services provided by the PRAI and see the comparison between 

customers’ expectations and perceptions of the service quality with the purpose of 

making recommendations to increase customer satisfaction. 

 

1.5 Recipients of Research  

The recipients of the research will be:  

• Dissertation supervisor 

• Dublin Business School    

• PRAI  

1.6 Research Structure 

Six chapters will organize the dissertation as outlined in the diagram below. 
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Figure 2 Research Structure 

 

1.6.1 Introduction 

The first chapter of the dissertation looks at the researcher background and research 

context and reasons. It will introduce the research questions and structure and will look 

at the recipients and research limitations.  

1.6.2 Literature Review 

This chapter will look at the existing literature in relation to the research topic, more 

specifically it will look at the areas of service delivery, eGovernment services and 

Information System Service Quality. It will evaluate current service delivery models 

and identify the one most suited to this research.  

1.6.3 Research Methodology 

This chapter consists of the research plan and the steps the dissertation must take to 

meet the plan. It looks at the research, philosophy, approach, and strategy. It discusses 

Introduction

Literature 
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Research
Methodology

Data Analysis

Discussion

Conclusions
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Reflection
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how the data will be received and reviewed and any ethical issues or limitations will be 

looked at. 

1.6.4 Data Analysis 

This chapter will report on the data collected as part of the research objectives.  

1.6.5 Discussion 

This chapter will report on the key findings of the data collected from chapter 4. It will 

discuss the key findings in the context of the PRAI. 

1.6.6 Conclusions 

This chapter will make conclusions on the research questions and will also offer some 

recommendations for further research and how this research has contributed to the 

existing body of knowledge. 

1.6.7 Self Reflection 

This chapter is a personal statement of the learning experience of the researcher and the 

skills he has learnt throughout his MBA program. 

1.7 Research Limitations 

Some challenges a public-sector service organization face include that they may be 

more constrained than a private sector especially when it comes to data protection or 

altering the product too much. Thus, in a public service delivery context there may be 

less control over the customer’s perception of the quality of the service provided.   

Time constraints played a role in the scope of this research along with the availability 

of the population anticipated to take part in the survey.  

When designing the research method, it was hoped to gather some qualitative data from 

various focus group interviews with users of the online services in the PRAI, to get a 

better view of the expectations and perceptions. However, these were not feasible. The 

purpose of using a web based survey was to reach a larger group of respondents across 
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the country. An email and a reminder was sent out to one hundred solicitor firms with 

the hope of increasing the total count, which did not happen. 
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2 LITERATURE REVIEW 

2.1 Introduction 

A literature review of the research conducted in past studies like the chosen topic 

generally is used to justify the research questions (Musto 2012, Bryman and Bell, 

2007).  

A literature review is usually two parts; the initial part involves the student exploring 

the existing literature for a suitable research idea. It helps the student to focus on a topic 

and identify where more research is needed. The second part of the literature review 

begins once a topic is chosen. It continues all the way up until the student writes their 

thesis. The aim of this part is to gather and present evidence to support your research 

aims. (Briony J Oats 2012) 

Through conducting the literature review the researcher hopes to gain a better 

understanding of the research topic by reviewing the research that has already been 

completed in service delivery. 

Public satisfaction was first introduced in 1965 by Cardozo when it was referred to 

consumer perceptions of product or service performance compared with the 

expectations of a product or service (Cardozo, 1965). 

The next part of the literature review goes on to review the literature in relation to  

1. Service Delivery 

2. Information System Service Quality 

3. eGovernment Services 

It will discuss some of the models out there at the moment and their limitations, the 

SERVQUAL model will be discussed and the reasons why the researcher choose to use 

a modified version of the SERVQUAL will be discussed.   
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2.2 Service Delivery 

A service can be defined as an intangible act that one party offers to another. The 

keyword is intangible as it does not result in a transfer of ownership (Philip Kotler and 

Others, Marketing Management, 13th Edition, Pearson). One definition for service 

quality is the difference between customer expectation for service performance prior to 

the service encounter and their perceptions of the service received (Asubonteng et al., 

1996). Solomon (2006) asserted that service encounters are human interactions and  

suggested that customers and service providers have roles to play during and after 

service delivery and that these roles are based on “interpersonal interactions” between 

organizations and customers. Per Parasuraman et al. (1988), service quality can be 

defined as an overall judgment like attitude towards the service and generally accepted 

as an antecedent of overall customer satisfaction. (Zeithaml and Bitner, 1996) They also 

state that the definition of service quality is the ability of the organization to meet or 

exceed customer expectations and that it relates to the difference between customer 

expectations of service and perceived service (Zeithaml et al., 1990). Perceived service 

quality can be measured from the comparisons of customer expectations versus their 

perceptions of the actual service delivered by the suppliers. (Zeithaml et al., 1990). If 

expectations are greater than performance then perceived quality is less than 

satisfactory and hence customer dissatisfaction occurs (Parasuraman et al., 1985). The 

researcher feels that the gap analysis model is best suited to this research as it makes it 

easier to see where the gaps are and hence improve overall service delivery. 

 

Services are different from tangible products which are usually produced and consumed 

at the same time in the presence of the customer and the service producer. There is a 

presence of the human element during the service delivery process and this increases 

the probability of error on the part of the customer and employees. Per (Bowen 1986) 

this error is due to intangible behavioral processes that cannot be easily monitored or 

controlled. There is a lot of research in the area service quality that has focused on 

service customers perceived service quality (Parasuraman et al., 1988; Carman, 1990; 
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Parasuraman et al., 1991; Cronin and Taylor, 1992; Babakus, Boller and Mangold, 

1992). However there has been little empirical studies exploring the impact on service 

employees’ behavior about delivering service quality. Similarly, Czepiel (1990) 

concluded that research on service quality must always include the perspectives of both 

the provider and the receiver. Most of the research on service quality uses the one 

perspective which is that of the service receiver (Parasuraman et al., 1988; Guerrier and 

Deery, 1998). However, some have looked at other perspective which focusses on the 

interactive features of service quality in service encounters (Tam and Wong,2001). The 

service delivery process and the interactions between contact employees and customers 

means the attitudes and behaviors of the contact employees can influence customers’ 

perceptions of service quality (Schneider and Bowen, 1985). Beatson et al. (2008) 

research found that employee satisfaction, commitment and loyalty had a large impact 

on perceived product quality and on perceived service quality. Per Zeithaml and Bitner 

(1996), the employees who are the first contact person to the customer and can directly 

influence customer satisfaction, in other words these employees take on the role of the 

marketer. 

 

2.3 eGovernment Services 

 Larsen and Rainie (2002) pointed out that eGovernment services include access to 

government information, access to government forms and services, release of policy 

information, employment and business opportunities and election information, archival 

files of tax, registration, signing a contract, paying a fine, and submissions for all kinds 

of advice to the government. 

With the advancement of eGovernment, eGovernment service levels are getting better. 

Layne and Lee (2001) showed a growth model to reflect development stages of 

eGovernment. These are categorized in four groups including catalogue, transaction, 

vertical integration, and horizontal integration.  
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Figure 3 The Layne and Lee model (2001) 

Government departments are keen to improve their services and have invested a lot to 

do this, especially in eGovernment services. While there has been a failure of many 

information system projects, it’s very important to pay attention to the quality and 

efficiency of eGovernment services (Goldfinch, 2007). Some studies have shown that, 

the level that government departments provide customers with information technology 

service is somewhat behind that of private sectors (Morgeson & Mithas, 2009). Closing 

this gap means there should be more focus on improving eGovernment service and 

delivery. 

(Fan, Yang, 2015). Excellent levels of eGovernment services depend on the quality of 

the eGovernment systems it has created. It is important to note that in creating these 

systems it needs to also factor the citizens' ability to obtain IT resources (Hu, Shi, Pan 

& Wang, 2012). Even today there is still a lot of areas in Ireland that can’t access 

broadband. 
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In the public sector, many government departments have realized the importance of 

using the internet as a way of delivering and providing services to citizens (Chan and 

Al-Hawamdeh, 2002). 

Electronic government (eGovernment) is commonly referred to as the delivery of 

government information and services using information and communication 

technologies (ICT) Akman et al. 2005; Horan and Abhichandani, 2006). 

eGovernment, however, is more than just the delivery of public services (Hanna, 2008). 

Some of the research literature evaluating the public value of eGovernment include, 

Kearns (2004), who proposed a framework for evaluating the public value of 

eGovernment through examining  

 delivery of public services  

 achievement of desirable outcomes 

 development of public trust.  

The framework can be used for assessing the public value of e-health initiatives in the 

UK (Bend, 2004). The measure of trust per few researchers can be assessed from: 

 security and privacy of citizens' information Kearns, 2004; Carter and 

Belanger, 2005; 

 trust of citizens in eGovernment services (Kearns, 2004) 

 participation of citizens in government. 

 transparency of eGovernment services (Golubeva, 2007); 

The researcher notes that the modified SERVQUAL framework which is used in this 

study already contains the elements of the Kearns framework above but also has more 

regarding other dimensions and the researcher asserts that the modified SERVQUAL 

is a better framework to use for the PRAI.   



28 | P a g e  

 

Golubeva (2007) proposed the following indicators for measuring the quality of 

eGovernment and providing recommendations for improving delivery: 

 usability 

 transparency 

 inter-activity 

 centricity of citizens of e-services 

 level of e-service development. 

These were applied in the Russian Federation for evaluating the public value of regional 

portals but seemed to focus more on the supply side of eGovernment and would not be 

useful for the PRAI.  

Heeks (2008) indicators for measuring the delivery of public value through 

eGovernment include:  

 the level of information provision 

 the extent of eGovernment use 

 the availability of choices  

 the level of user satisfaction 

 the extent to which eGovernment is focused on user priorities 

 the extent to which eGovernment is focused on those most in need 

communities 

 the cost effectiveness of eGovernment service  

 the contribution of eGovernment to the delivery of outcomes 

 the contribution of eGovernment to develop and secure trust. 

Heeks's (2008) indicators are an extension of Kearns (2004) and have the similar 

shortcomings to the original framework. 
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The European Commission ( eGEP, 2006) proposed a framework for examining the 

public value of eGovernment initiatives from the perspectives of: 

 organizational value 

 political value 

 user value. 

Again, from looking through various frameworks the researcher has decided that the 

modified SERVQUAL will give more to the PRAI in terms of its findings in relation to 

the current online services. 

2.4 Information System Service Quality 

Further advances of technology and the current rise of the Internet and with more people 

having access to it mean service delivery providers are offering their customers more 

online service options. The Internet has spawned many new businesses and traditional 

bricks and mortar stores are finding it hard to compete, take for example the music 

industry where online sales have taken over from CD’s. Moving a business online helps 

to reduce costs and offers value services to their customers. Furey (1991) suggests that 

IT can help enhance service quality by increasing convenience, providing extra 

services, and collecting useful statistics and data for management use. 

The measurement of information system service quality is an important research 

problem in today’s modern age. Many scholars have researched information system 

service quality and some have discussed and created models. One model that was 

researched is the Information Systems Success Model. The IS success model was first 

discussed by Delone & McLean. The authors asserted that system quality and 

information quality are the two factors determining the success and user satisfaction of 

the information system. They could draw from the user’s response and user’s benefits. 

Similarly, their updated model went on to conclude that information quality, system 

quality and service quality together affect user satisfaction of information system and 

its ultimate benefits (Delone & McLean, 2003), as shown below: 
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Figure 4 Information system success model (Delone & McLean,2003) 

 

However, the researcher feels that for this research the above model wouldn’t suit the 

study as the researcher is more interested in finding gaps in service quality that could 

include more specific dimensions which include user’s perceptions and expectations 

over a broader spectrum.   

Another model, Gronroos’ (1984) two-dimensional model measures service quality on 

both 

 technical quality: what customer receives  

 functional quality: how its provided or delivered 

The researcher feels the two-dimensional model is too narrow and feels that 

measuring quality over six dimensions would prove a better insight. Also maybe for 

or an eGoverment system the user wouldn’t have much say in the functional aspect.   

Zeithaml et al. (1990) came up with four factors that influence customers’ 

expectations:  
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 Word-of-mouth communications 

 Personal needs 

 Past experience 

 External communications 

These expectations are an extension of the SERVQUAL model which included the five 

dimensions to measure the quality of service that was proposed by Parasuraman, 

Zeithalm and Berry (1988).   

The SERVQUAL model suggests that customers evaluate the quality of a service on 

five distinct dimensions:  

 Responsiveness 

 Assurance 

 Tangibles 

 Empathy 

 Reliability 

The SERVQUAL instrument consists of 22 statements for assessing consumer 

perceptions and expectations regarding the quality of a service. SERVQUAL can be 

also be used to measure service quality in the IS field. Researchers have to explore 

users’ perception of service quality in an information system environment 

(Parasuraman et al., 2005; Zeithaml, Parasuraman & Malhotra,2002).  
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Figure 5 Measuring quality service using SERVQUAL (Parasuraman 1985) 

The above figure, if the fear dimension is added to the left, is what the researcher will 

be using. 

Parasuraman et al. (1988) suggested that customer expectations are what the customers 

think a service should offer rather than what might be on offer. A gap is created when 

there is a difference between the perceptions and the expectations of the service 

delivered. This gap is addressed by identifying and implementing solutions to affect 

perceptions and/or expectations (Parasuraman et al., 1985; Zeithaml et al., 1990). 

Parasuraman et al. 
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Figure 6 Source – ServQual Gap Model – 1990 Zeithaml, Parasuraman & Berry 

 

Gap 1: Difference between consumers’ expectation and management’s perceptions of 

those expectations, i.e. not knowing what consumers expect. 

Gap 2: Difference between management’s perceptions of consumer’s expectations and 

service quality specifications, i.e. improper service-quality standards. 

Gap 3: Difference between service quality specifications and service actually delivered 

i.e. the service performance gap. 

Gap 4: Difference between service delivery and the communications to consumers 

about service delivery, i.e. whether promises match delivery? 



34 | P a g e  

 

Gap 5: Difference between consumer’s expectation and perceived service. This gap 

depends on size and direction of the four gaps associated with the delivery of service 

quality on the marketer’s side. 

This research study identifies the gaps between the expected service and the perceived 

service otherwise known as the 5th gap of the SERVQUAL model by the users of the 

online services in the PRAI. Parasuraman, Zeithaml and Berry (1988) state that there 

are three outcomes when measuring service quality and satisfaction: 

 when the expected service is greater than the perceived service, the quality 

of the service is not up to standard and there is room for improvement.  

 when the expected service is the same as the perceived service, the quality of 

service is acceptable  

 when the expected service is lower than the perceived service, the quality of 

the service is of high standard. 

Cronin & Taylor (1992) view that “perceptions” explains more variances in the 

structural model and their preferred method was the perception ratings, Parasuraman et 

al (1993) argues gap scores are useful for finding the service shortfalls, whereas 

perception ratings are useful when explaining the variance in some dependent variables. 

Oluwafemi (2013)  

The researcher feels that getting the gap scores would be more beneficial to the study 

as getting the initial service shortfalls will help decide the next step for his organization 

to take which would probably be some kind of qualitative analysis. 

Another criticism of the SERVQUAL instrument is the length of the questionnaire, 

which rises to a 44-item questionnaire when combining the expectation and perceptions 

items.  Another criticism relates to the vast amount of data and subsequent analysis that 

one must perform. It is worth noting that the SERVQUAL has been used to measure 

service quality in a variety of contexts, including hospitals (Bakar et al., 2008), police 



35 | P a g e  

 

services (Donnelly et al., 2006), universities (Galloway, 1998) and banks (Kangis and 

Passa, 1997). There have also been many studies that uses slight variations of the 

SEREVQUAL and Marroquin, J. (2014) modified the instrument to measure the quality 

in canteen services and O`Beirne, S. (2013) who also adapted the instrument, to 

measure service quality in the Irish financial services industry. With appropriate 

adaptation, SERVQUAL can be adapted by organizations to fit their industry and to 

ascertain the quality of service they provide. (Zeithaml, V., Parasuraman, A. and Berry, 

L. 1990).  

There has also been research in online service quality. Gefen (2002) suggests that in 

evaluating online service quality the five dimensions of the SERVQUAL model must 

be collapsed into three: 

 Tangibles 

 A combined dimension of responsiveness, reliability, and assurance 

 Empathy 

Gefen stated that the first dimension is the most important one in increasing customer 

loyalty, and the second in increasing customer trust. 

However, Chaffey and Williams Edgar (2002) examined online service using the 

SERVQUAL model and concluded that the constructs of SERVQUAL are valid for any 

industry.  

Parasuraman (2002) also looked at e-service quality and offered the following 

definition: “e-Service Quality is the extent to which a Website facilitates efficient and 

effective shopping, purchasing and delivery of products and services”. 

His initial research in the area indicated that there were 11 dimensions of e-service 

quality: 

 Access 
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 Ease of navigation 

 Efficiency 

 Customization/personalization 

 Security/privacy 

 Responsiveness 

 Assurance/trust 

 Price knowledge 

 Site aesthetics 

 Reliability 

 Flexibility 

Using a sample of 540 Internet users he concluded that there were four key dimensions: 

 Efficiency 

 Fulfilment 

 Reliability 

 Privacy 

Based on SERVQUAL, Wang and Tang (2003) presented a reliable and valid 16-item 

EC-SERVQUAL comprising of four dimensions that can be used to measure customer 

perceptions of e-commerce websites service quality. However, Wang and Tang (2003) 

claimed further empirical research was needed. Their four dimensions of EC-

SERVQUAL are listed below: 

 Tangibles 

 Reliability 

 Responsiveness 

 Assurance and Empathy 

The researcher feels that the above models are limited and that they don’t contain a 

human behavior element. Some researchers have asserted that success of eGovernment 
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cannot rely solely on technology, but rely more on people’s behaviors (Akman, Yazici, 

Mishra & Arifoglu 2005; Wang & Liao, 2008).  The user has a different experience of 

online services compared to a traditional environment (Hussein, Mohamed, Ahlan & 

Mahmud, 2011). For this reason, the researcher has include a “Fear” dimension to see 

if this can have an impact on people’s perceptions.  

 

2.5 Conclusion 

The Conclusion gives the researcher an opportunity to highlight the conceptual models, 

from the academic material reviewed, and the chosen primary research and how the 

research findings will be interpreted. 

(Reddick & Turner, 2012) made the point that very few empirical research has been 

conducted on people’s response to eGovernment services. Since then (Jing Fan, 

Wenting Yang 2015) created their model for their study on eGovernment Services 

Quality, and they based it on the IS Success model and elements of the SERVQUAL 

model to look at both online and offline services. They stated that in the field of e-

government, the expected service quality is critical to user adoption of online services. 

In their study, they found that users’ perception of offline service quality has a 

significant effect on improving their perception of online service quality.  
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Figure 7 - Fan & Yan 2015 model of online eGovernment service quality. 

However, The Fan & Yan 2015 study did conclude that online government services 

quality is the most direct factor on public satisfaction of e-government. For this research 

the researcher choose to stick with measuring the perceptions and expectations of the 

online services and not look at the offline services.  

The researcher has chosen to use a slightly modified version of the SERVQUAL, 

SERVQUAL has become a widely-adopted technology for measuring and managing 

service quality since it was launched in 1985. Although it has its criticisms and has had 

some variations over the years the researcher feels that the concept of measuring service 

quality should not change too much and even with the technological advances and new 

improved ways of delivering quality service the core dimensions are still valid and that 

this model is current and should only be slightly modified to apply to any service 

delivery channel. The researcher has chosen to reduce the number of questions from 44 

to 36 and introduce a new fear dimension giving each dimension 3 statements for the 

expectations and 3 statements for the perceptions. The resulting data from the 

expectations versus perceptions will be compared using a bar graph and the gap score 
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will be made available for each statement and dimension. The researcher has selected 

the graphical bar graph to help paint a better picture of results. The discussion chapter 

will discuss the findings of the results in the context of the PRAI.   
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3 RESEARCH METHODOLOGY 

3.1 Research Methods Chapter Introduction 

Per Glatthorn, A. and Joyner, R. (2005) a research design is a specific plan for studying 

a research problem. 

Saunders et al (2009) described research methodology as an onion and emphasized the 

fact that each layer from the outside to the center must be clearly defined before moving 

forward. The onion helps to create a coherent methodology to the research. 

The purpose of this chapter is to describe the major research philosophies and research 

approaches and to highlight the chosen ones. 

Furthermore, the research strategies, research choices, time horizon, and the techniques 

and procedures used in relation to data collection and analysis will be explained. 

The intention of this study is to identify and describe expectations and perceptions of 

service delivery in the PRAI. Identifying the reason causing the service gaps (if any) 

based on the comparison between the expectations and perceptions towards the PRAI 

performance and the ways any gaps can be improved. This chapter will include the 

problem statement and a detailed explanation of the proposed methodology and the 

explanation of how the participants were selected and how the data collection was 

achieved. The chapter will conclude with the ethical concerns and limitations of the 

research. 

It is hoped that this chapter will help to the reader to understand the process the 

researcher followed to develop the investigation 
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Figure 8 Research Onion (Saunders et al, 2009) 

3.2 Research Philosophy 

Per Saunders et al. (2009) the first layer of the onion, it exposed different philosophical 

approaches that the study can undertake in orders to accomplish the research strategy 

regarding to the fulfillment of the research purpose. 

(Musto 2012) There are three branches of research philosophy: epistemology, ontology 

and axiology. Epistemology refers to the question of what constitutes acceptable 

knowledge in the field of study; ontology is concerned with the nature of reality; while 

axiology is about judgements of value (Saunders et al., 2009). Each branch can have a 

different perspective: positivism, realism, interpretivism and pragmatism, which are 

represented in the outer layer of the Research Onion. The positivism is a very structured 

approach taken by a researcher and this methodology helps to replicate or test the study 

theory (Saunders et al., 2009). With this philosophy, the researcher will make 
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interpretations about the data that will be gathered; hence this approach is deductive 

(Saunders et al., 2009). 

The realism perspective is quite like positivism; however, it takes more of a scientific 

approach for creating knowledge and with this approach there is a reality independent 

of the mind (Saunders et al., 2009). More specifically, our senses present to us what is 

true and that object exists separately from the human mind (Saunders et al., 2009). 

Consequently, the realist’s position within research is constantly changing as the 

phenomenon is becoming different (Saunders et al., 2009). 

The interpretivism perspective is more suitable to business and management research, 

as the researcher needs to understand the difference between humans as ‘social actors’, 

which means that an empathetic perspective would need to be acquired to enter the 

subjects’ social world and understand their world from their point of view (Saunders et 

al., 2009). 

The Pragmatist argues that the research question is the most important factor in the 

research philosophy. Singular in nature this one approach may be ‘better’ than the other 

for answering queries (Saunders et al., 2009).  

In this research project the data was collected via a survey where participants’ opinion 

about various aspects of the online services in the Property Registration Authority. For 

this reason, the data needed to be interpreted and revisited continuously throughout the 

analysis, without forgetting the research questions and objectives. Thus, the nature of 

the data directed this study towards a blend of research philosophies: positivism, 

pragmatism and interpretivism. The positivism philosophy side of this research took 

place when formulating the questionnaire and at the time of interpreting the findings a 

deductive approach was used. The research questions were key to the analysis of the 

data and the Pragmatism side can be seen to be linked with the findings of this research. 

Finally, the interpretivism branch of the research philosophy was applied when 

examining users’ feedback in relation to the results. The next part will focus on the 
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research approach and the steps that were taken to gather the required data to 

accomplish the objectives of the study. 

3.3 Research Approach 

The following layer on the Onion Research method is to identify tools and techniques 

to be able to justify and support the research question. Thereby is necessary to 

understand the difference between two approaches: the deductive and inductive 

theories.  

The two kind of research approaches, highlighted by Saunders et Al (2009), are 

deduction and induction. 

The Deduction approach is considered more of a scientific approach. Using deduction, 

the researcher would create some hypothesis or theories, and examines and tests these 

using the data collected to make conclusions. Deduction supports an independent 

relation between the researcher and the subject. (Sproson 2014)  

The Induction approach is about the creating of theories based on data collection and 

interpreting all the data collected. Per Saunders et Al (2009) the strength of an inductive 

approach is related to the understanding of the social world and “the researcher is part 

of the research process” (Saunders, et al., 2009). 

As part of the research the researcher used a deductive approach. The inductive 

approach is more adapted to the study of user’s opinions and qualitative data are 

predominant. In this research the researcher was unable to make use of any qualitative 

methods. The researcher had an open mind and was keen to allow the data to speak for 

itself. The researcher was clearly part of the process. The limitations of flexibility using 

the deductive approach is something the researcher is aware of but the researcher is 

hopeful that this research will lead to further research in the topic.  
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3.4 Research Strategy 

Saunders et al. (2009) emphasizes that the research design is the general plan of how it 

will go about answering the research questions having clear objectives, derived from 

the research questions, specify the sources from which it intends to collect data and 

consider the constraints the research will have.  

In addition, with the definition proposed by Saunders, the research method is simply a 

technique for collecting data. It can involve a specific instrument, such as a self-

completion questionnaire or a structured interview schedule, or participant observation 

whereby the researcher listens to and watch others (Bryman, A and Bell, E. 2008, pp 

40). 

Surveys are popular and they allow a large amount of data to be collected from a large 

population. It allows the researcher to have control and the use of sampling data allow 

researchers to have more representative findings (Saunders, et al., 2009). Additionally, 

surveys use different modes of administration, not only questionnaires, but also 

structured interview (Saunders, et al., 2009). 

Surveys in general provide a cheap and efficient way to collect data. The survey will 

be delivered to the customers of the PRAI with the purpose of obtaining information 

about the perceptions and expectations of service quality. Kumar, R. (2014) states the 

advantages of a questionnaire is a less expensive and convenient resource when it is 

administered a collectively to a study population, also express that a questionnaire 

increase the like hood of obtaining accurate information. Supported by Cameron, S. and 

Price, D. (2009) that says questionnaires are relatively cheap to produced and requires 

much less time to administer than individual interviews or focus groups. Per the 

researcher limitations in time, the questionnaire method is suitable to carry out the 

study. 
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3.5 Research Choice 

Research choice is defined as “the ways you chose to combine quantitative and 

qualitative techniques and procedures” (Saunders, et al., 2009). Research relating to 

business use two methods to conduct a research, qualitative and quantitative methods, 

Saunders et al (2009). Quantitative methods are “used as a synonym for any data 

collection technique or a data analysis procedure that generates or uses numerical data” 

(Saunders, et al., 2009). Put differently, the data will be mainly numbers and will 

“emphasize quantification in the collection and analysis” (Bryman & Bell, 2011). 

Qualitative methods are “used as a synonym for any data collection technique or data 

analysis procedure that generates or use non-numerical data” (Saunders, et al., 2009) 

That is, the data will be mainly words. As emphasized by Hollensen (2011), this method 

is more exploratory and subjective. 

Quantitative and qualitative research approaches differ in terms of how data are 

collected and analyzed. Quantitative research requires the reduction of phenomena to 

numerical values to carry out statistical analysis. By contrast, qualitative research 

involves collection of data in a non-numerical form, i.e. texts, pictures, videos, etc. 

However, quantitative and qualitative approaches also differ particularly regarding the 

aims of scientific investigation as well as the underlying paradigms and meta-

theoretical assumptions. 

(Musto 2012) There are three choices of data collection and analysis procedures: 

 Mono-method 

 Multi-methods 

 Mix-methods 

(Saunders et al., 2009) 

The mono-method implies a combination of a single technique of data collection and 

analysis to answer the research questions, such as a quantitative data collection via a 
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questionnaire with quantitative data analysis procedures or a single qualitative data 

collection technique (in-depth interviews) with qualitative analysis procedures 

(Saunders et al., 2009). 

The combination of data collection techniques and analysis procedures occurs when a 

multi-methods research choice is selected for a study (Saunders et al., 2009). 

The mix-methods approach is when both quantitative and qualitative data collection 

techniques and analysis procedures are used in a research design and implementation 

(Saunders et al., 2009). 

This research will use the mono method because after reviewing the methods choices, 

this is the most suitable since the survey is the only tool used for the data collection. 

The researcher proposed that the use and explanatory approach of using quantitative 

analysis will provide for a more efficient understanding of the responses from the 

questionnaires in a mathematical way. The researcher felt that the qualitative research 

was key because a strong understanding of the gaps between user’s expectations and 

perceptions in relation to the online services of the PRAI was necessary. 

3.6 Questionnaire Design Process 

Questionnaires are mainly used to collect primary quantitative data. Saunders et al 

(2009) asserted that questionnaires are useful when doing descriptive and exploratory 

researches and allow researchers to “identify and describe variability in different 

phenomena” and “to examine and explain relationship between variables” (Saunders, 

et al., 2009). 
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Figure 9 - Types of questionnaire (Saunders et al, 2009) 

The final draft of the questionnaire is below. The researcher consulted with senior 

management in the PRAI and approval was granted to send out the questionnaire to 

several solicitor firms.   

This section is about your EXPECTATIONS or opinions of the online services of the 

PRAI. 

Please show the extent to which you think the Property Registration Authority should 

possess the following features. Do this by selecting ONLY ONE of the choices. There 

are no right or wrong answers, all I am interested in is the selection that best shows 

your EXPECTATIONS about the online services. 

1. I expect government online services to be modern and up to date. 

2. I expect government online services to be visually appealing. 

3. I expect government online services to be accessible to anyone who requires the 

service. 

4. Users of online services in the Property Registration Authority should embrace 

technological advances. 

5. There should always be a paper based alternative to online registration in the 

Property Registration Authority. 
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6. Technology of the Property Registration Authority should not displace the legal 

conveyance role of solicitors. 

7. I expect the Property Registration Authority to process 75% applications within 

10 days as stated in the PRAI customer charter at www.PRAIi.ie. 

8. If users have difficulty using the online services of the Property Registration 

Authority staff should be sympathetic and reassuring. 

9. The Property Registration Authority should keep all data and records accurately. 

10. It should be easy to reach the appropriate staff person in the Property 

Registration Authority by phone or email. 

11. Notice should be given by the Property Registration Authority before any online 

maintenance or upgrade takes place. 

12.  The Property Registration Authority should respond to all correspondence 

relating to general enquiries within 3 working days 

13.  I expect the staff of the Property Registration Authority to have the required 

knowledge and skills to deal with queries in relation to property registration. 

14.  As a publicly funded body I expect the Property Registration Authority to be 

transparent and accountable. 

15.  The online systems and data of the Property Registration Authority should be 

secure. 

16.  The level and cost of the services provided by the Property Registration 

Authority should be consistent with what I require and what my clients can 

afford. 

17. Online users of the Property Registration Authority should be able to offer 

feedback and ideas for improvements online. 
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18. Electronic products purchased online from the Property Registration Authority 

should be of good quality. 

EXPERIENCE  

This section is about your PERCEPTIONS or feelings of the online services of the 

PRAI. 

Please show the extent to which you believe the Property Registration Authority has 

the feature described by the statement. Do this by selecting ONLY ONE of the choices. 

There are no right or wrong answers, all I am interested in is the selection that best 

shows your PERCEPTIONS about the online services. 

19. Online services provided by the Property Registration Authority are modern and 

up to date.   

20. Online services provided by the Property Registration Authority are visually 

appealing. 

21. Online services provided by the Property Registration Authority are accessible 

to anyone who requires the service. 

22. The rate of technological change is a concern to me. 

23. There is a paper based alternative to online registration in the Property 

Registration Authority. 

24. Technology of the Property Registration Authority will eventually displace the 

legal conveyance role of solicitors. 

25. The Property Registration Authority does process my applications within 10 

days as stated in the PRAI customer charter at www.PRAIi.ie. 

26. If I have difficulty using the online services of the Property Registration 

Authority staff members are sympathetic and reassuring. 
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27. I believe the Property Registration Authority keeps all data and records 

accurately. 

28. It is easy to reach the appropriate staff member in the Property Registration 

Authority by phone or email. 

29. Notice is giving by the Property Registration Authority before any online 

maintenance or upgrade takes place. 

30. The Property Registration Authority responds to my correspondence relating to 

general enquiries within 3 working days 

31. In my experience employees of the Property Registration Authority have the 

required knowledge and 

32. I believe the Property Registration Authority to be a transparent and accountable 

organization. 

33. I believe the online systems and data of the Property Registration Authority are 

secure. 

34. The level and cost of the services provided by the Property Registration 

Authority are consistent with what I require and what my clients can afford. 

35. I can offer the Property Registration Authority feedback and ideas for 

improvements online. 

36. Electronic products purchased online from the Property Registration Authority 

are of good quality. 

3.7 Time Horizon 

The fifth layer of the model it explains that the time horizons in the research design can 

be: cross-sectional studies and longitudinal studies, this will determine the duration of 

the research or study. 
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The researcher can choose between studying repetitively a topic on a longer period 

(longitudinal study), or studying a topic at a specific time (cross sectional study). 

Longitudinal studies try to demonstrate the impact over a longer period. Cross sectional 

studies however are “the study of a particular phenomenon at a particular time” 

(Saunders, et al., 2009). This means it is more prompt and requires less time. 

As the researcher was time constrained, the researcher performed a cross sectional 

study. As the researcher was seeking to understand the subject in each time and not 

trying to understand it over a longer timeframe a cross sectional study was considered 

more apt. Finally, even if Saunders et al (2009) denies any relation between the research 

design and the time horizon, cross sectional studies tends to use more the survey 

strategy (Easterby-Smith, 2008), including quantitative and qualitative studies. 

This research questionnaire was drafted under management supervision at the Property 

Registration Authority offices in Chancery Street, Dublin 7 during November 2016. 

The questionnaire which was made available online using a web link. The link to the 

survey was administered via email to a random selection of solicitor firms who were 

customers of the Property Registration Authority during this same period. Firms from 

each county were invited to participate. Quantitative Survey Respondents had a 

window of 2 weeks to respond to this survey. 

3.8 Data Collection 

Ghauri and Grönhaug (2005) asserted that only primary data can provide answers to 

people attitudes and intentions. The purpose of the research is to measure the gaps 

between user’s expectations and perceptions when it comes to the online services of 

the PRAI. 

3.8.1 Secondary Data Collection 

Secondary data refers to “data that have been already collected for some other 

purpose.... Secondary data includes both raw data and published summaries” (Saunders, 
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et al., 2009). Secondary data is a great help to understand the research area, and should 

as highlighted by Saunders et al (2009) be evaluated based on three aspects 

 Research Data should allow answers to the research question and objectives 

 Using the data should be higher than the cost of procurement 

 Access to it should be guaranteed 

 

Saunders et al (2009) built a typology of secondary data 

 

Figure 10 Type of secondary data (Saunders et al, 2009) 

The researcher used a mix of documentary, multiple source, and survey secondary data. 

Access to most of the secondary data was guaranteed by the Dublin Business School 
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and the researcher had authorization to the researcher to access to academic databases 

and libraries. 

3.8.2 Primary Quantitative Data Collection 

Quantitative data is data or evidence based on numbers. It is data generated by surveys 

and is primarily used and analyzed by positivist researchers. Data analysis is done to 

look for patterns in the data and using the results to draw conclusions. An example 

could be the number of people expressing satisfaction using a website. Many techniques 

are available to analyze quantitative data and there are many tables, charts and graphs 

available which allow the researcher to see patterns. Data displays are easy to produce, 

and can be adapted to any kind of qualitative data collected. (Miles & Huberman, 1994). 

The researcher is aware that quantitative analysis can be both categorical and 

quantifiable. Saunders et al (2009) describes categorical data as not measurable 

numerically but can be organized into groups and quantifiable data as measurable 

numerically. The awareness of the type of data can offer more cohesion in the analysis 

and the presentation. 

For this research, the researcher followed Saunders et al (2009) steps to analyze the 

data and present it. The data presentation includes a combination of charts and statistics. 

The researcher used the .Net software to display the questionnaire and excel to display 

the quantitative data helping him being more accurate and save time. 

3.8.3 Data Analysis 

The researcher created a .NET web page hosted on windows server and connected to a 

SQL database. The .NET program populated the database with the questionnaire 

results. The results set was exported into excel and then the computer software 

Microsoft Excel 2016 was used for the data analysis and statistics. 

3.9 Population and Sample 

When it is impossible to interrogate the whole population, researches use sampling 

techniques. (Saunders, et al., 2009) 
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Figure 11 Sample techniques (Saunders et al, 2009) 

The sampling procedure of obtaining the people that are the most conveniently 

available is also known as convenience sampling. The researcher decided to focus on 

solicitors as part of his convenience sampling. Systematic sampling was used to  select 

the first few solicitors from each county in Ireland  

The link to the survey was emailed out to over 100 solicitors firms. The contact emails 

for these firms were taken from the Law Society website www.lawsociety.ie 

One reminder email was issued.  

3.10 Ethical Issues 

Per Bryman, A. and Bell, E. (2008) ethical issues arise at a variety of stages in business 

and management research. Ethical issues should not be ignored; in fact they relate 

directly to the integrity of a piece of research.  

Saunders et al (2009) asserts that when undertaking a research in the business and 

management area, two major ethical points of view exists. The deontological view 

http://www.lawsociety.ie/
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means “the ends served by the research can never justify the use of the research which 

is unethical” (Saunders, et al., 2009) meaning the researcher regards the use of non-

ethical practices not worthy compare to the findings he wants to establish. On the other 

hand, the theological view states “the ends served by your research justify the means” 

(Saunders, et al., 2009), this means unethical actions can be justified by the research. 

For this research, the researcher pursued this following ethical frame: 

 Respect of the respondents and management in the Property Registration 

Authority 

 Respect the privacy of information and identity 

 Ensure that the data was collected and stored in the database anonymously  

 Respect the right to withdraw from the research process 

 Be sure of the consent, and the accord of the participant 

 Respect the opinions of the respondents in relation to the nature of the data 

collection and analysis. 

 Adopted an objective view on the research 

 Respect the code of ethics of the Dublin Business School 

3.11 Limitations to the Research 

Per Kumar, R. (2014) limitations are structural problems relating to methodological 

aspects of the study. The limitations that this research can face are the time limitation 

of the researcher, or the participants at the time of interviews and surveys, in addition 

with the lack of commitment of the participants. The limitations in this research was 

time and the low response rate. The researcher would have liked to delve further in to 

the responses of the questionnaire, for example certain gap scores of questions were 
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high mainly due to more people on the perception side choosing not to agree or disagree. 

Again, a lack of a qualitative element and the low participant rate means that this may 

not be the most accurate and without this it may be harder to see where the solution for 

improving the score could be.  
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4 DATA ANALYSIS AND FINDINGS 

4.1 Introduction 

The purpose of this chapter is to illustrate details of the data outlined in the research 

methodology and obtained from the primary research method process. The quantitative 

data generated from the questionnaire was analyzed through the Microsoft Excel 2016. 

This chapter will detail the findings for each of the dimensions of the SERVQUAL 

framework and includes the added dimension called “FEAR” making up the new 

RAFTER framework. 

4.2 Research Questionnaire 

As previously mentioned in chapter 3, the questionnaire that was used for this research 

was based on the SERVQUAL model including the five dimensions which are 

tangibles, reliability, responsiveness, assurance, and empathy that was proposed by 

Parasuraman, Zeithalm and Berry (1988). The researcher has added a new one called 

fear. The questionnaire composed by two sections of 18 item each, 3 statements to cover 

each of the 6 dimensions; the first section uses 18 statements that make up the customer 

expectations of service quality and a second section uses 18 statements that make up 

the perceptions of the service quality. The researcher used a five-point Likert scale for 

each statement of the questionnaire, in which 1 was for “strongly disagree”, 2 was for 

“disagree”, 3 was for “neither agree nor disagree”, 4 was for “agree” and 5 was for 

“strongly agree”. With this rating scale, a quantitative value was giving to each 

dimension which was then used to measure either positive or negative response to each 

statement of the questionnaire. 

4.3 Comparison between Expectations and Perceptions 

The objective of the research is to identify gaps, if any between the expectations and 

perceptions of the online service quality in the Property Registration Authority. If the 

gap score is negative, then the expectations are not met by the service provider and if 

the gap score is positive then the service quality exceeds the expectations of the 

customer.  
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4.3.1 The Responsiveness Dimension 

4.3.1.1 Easy to reach the appropriate staff member by phone or email.  

As is illustrated in the Figure 10, 57% of the participants’ expectations respond 

“strongly agree” that it should be easy to reach the appropriate staff member by phone 

or email, with 43% responding “agree” with no other responses. In comparison of the 

perceptions, we have the majority respond “agree” with a 36%, however 36% 

“disagree” while a 14 is “strongly agree” and 7% strongly disagrees and 7.1% “neither 

agree or disagree” that it is easy to reach the appropriate staff member by phone or 

email. The table below contains the same results but in terms of the gap score of means 

between customers’ perceptions and expectations of the item, whose values is -1.4285. 

 

 

Figure 12: Easy to reach appropriate staff member by phone or email. 
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Expectations  4.5714  

Perceptions  3.1429  

Gap Score  -1.4285  

Table 1: Easy to reach appropriate staff member by phone or email. 

 

4.3.1.2 Notice given before online maintenance or upgrade takes place. 

As is illustrated in the Figure 11, 64% of the participants’ expectations respond 

“strongly agree” that notice should be given before online maintenance or upgrade takes 

place, with 36% responding “agree” with no other responses. In comparison of the 

perceptions, we have the majority respond “agree” with a 36%, while a 7% is “strongly 

agree” and 21% “disagree” and 7% “strongly disagree” and 29% “neither agree or 

disagree” that notice is given before online maintenance or upgrade takes place. The 

table below contains the same results but in terms of the gap score of means between 

customers’ perceptions and expectations of the item, whose values is -1.5007. 

 

Figure 13: Notice is given for any maintenance or upgrade. 
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Expectations  4.6429  

Perceptions  3.1422  

Gap Score  -1.5007  

Table 2: Notice is given for any maintenance or upgrade. 

 

4.3.1.3 Responds to all correspondence relating to general enquiries within 3 

working days. 

As is illustrated in the Figure 12, 43% of the participants’ expectations respond 

“strongly agree” that correspondence should be answered within 3 working days, with 

57% responding “agree” with no other responses. In comparison of the perceptions, we 

have the majority respond “disagree” with a 36%, while a 14% is “strongly disagree” 

and 7% “strongly agree” and 29% “agree” with 14% neither agree or disagree that 

correspondence is answered within 3 working days. The table below contains the same 

results but in terms of the gap score of means between customers’ perceptions and 

expectations of the item, whose values is -1.3572. 
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Figure 14: Response to general enquiries by 3 days. 

 

Expectations  4.4286  

Perceptions  3.0714  

Gap Score  -1.3572  

Table 3: Response to general enquiries by 3 days. 
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4.3.2.1 Staff have the required knowledge and skills to deal with queries in 

relation to property registration 

As is illustrated in the Figure 13, 71% of the participants’ expectations respond 

“strongly agree” that staff should have the knowledge and skills to deal with queries in 

relation to property registration, with 29% responding “agree” with no other responses. 

In comparison of the perceptions, we have the majority respond “agree” with a 65%, 
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while 7% neither agree or disagree that staff have the knowledge and skills to deal with 
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queries in relation to property registration. The table below contains the same results 

but in terms of the gap score of means between customers’ perceptions and expectations 

of the item, whose values is -1.2143. 

 

 

Figure 15: Staff knowledge and skills 
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Table 4: Staff knowledge and skills. 
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the perceptions, we have the majority respond “agree” with a 50%, while a 14% is 

“strongly agree” and 36% “neither disagree or agree” that the property registration 

authority is transparent and accountable. The table below contains the same results but 

in terms of the gap score of means between customers’ perceptions and expectations of 

the item, whose values is -1.0715. 

 

 

Figure 16: PRAI is transparent and accountable. 
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Perceptions  3.5714  

Gap Score  -1.0715  

Table 5: PRAI is transparent and accountable. 
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4.3.2.3 Online systems and data are secure 

As is illustrated in the Figure 15, 93% of the participants’ expectations respond 

“strongly agree” that the online systems and data should be secure, with 7% responding 

“agree” with no other responses. In comparison of the perceptions, we have the majority 

respond “agree” with a 50%, while a 14% is “strongly agree” and 36% “neither agree 

or disagree” that the online systems and data are secure. The table below contains the 

same results but in terms of the gap score of means between customers’ perceptions 

and expectations of the item, whose values is -1.1429. 

 

Figure 17: Online systems and data are secure. 

 

Expectations  4.9286  

Perceptions  3.7857  

Gap Score  -1.1429  

Table 6: Online systems and data are secure. 
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4.3.3 The Fear Dimension 

4.3.2.1 The rate of technological change is a concern. 

As is illustrated in the Figure 19, 64% of the participants’ expectations respond 

“strongly agree” that the rate of technological advances is a concern, with 36% 

responding “agree” with no other responses. In comparison of the perceptions, we have 

the majority respond “disagree” with 50%, while a 21% is “strongly disagree” and 7.1% 

“strongly agree” and 7% neither agree or disagree and 14% agree that the rate of 

technological advances is a concern. The table below contains the same results but in 

terms of the gap score of means between customers’ perceptions and expectations of 

the item, whose values is -2.2858. 

 

 

 

Figure 18: Rate of technological change is a concern. 
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Perceptions  2.3571  

Gap Score  -2.2858  

Table 17: Rate of technological change is a concern. 

 

4.3.3.2 A paper based alternative to online registration 

As is illustrated in the Figure 20, 50% of the participants’ expectations respond 

“strongly agree” that there should be a manual paper based alternative to online 

registration, with 36% responding “agree” with 14% choosing to disagree and with no 

other responses. In comparison with the perceptions, we have the majority respond 

“agree” with a 43%, while a 29% is “strongly agree” and 14% “disagree” and 7% 

strongly disagree with 7% neither agreeing or disagreeing that that there is a manual 

paper based alternative to online registration. The table below contains the same results 

but in terms of the gap score of means between customers’ perceptions and expectations 

of the item, whose values is -0.5. 

 

Figure 19: Manual paper based alternative to online registration. 
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Expectations  4.2143  

Perceptions  3.7143  

Gap Score  -0.5 

Table 8: Manual paper based alternative to online registration. 

 

4.3.3.3 Technology will eventually displace the legal conveyance role of 

solicitors 

As is illustrated in the Figure 21, 71.4% of the participants’ expectations respond 

“strongly agree” that technology should not displace the legal conveyance role of 

solicitors, with 28.6% responding “agree” with no other responses. In comparison of 

the perceptions, we have the majority respond “agree” with a 78.6%, while a 14.3% is 

“strongly agree” and 7.1% “disagree” that technology is going to displace the legal 

conveyance role of solicitors. The table below contains the same results but in terms of 

the gap score of means between customers’ perceptions and expectations of the item, 

whose values is -2.2856. 

Figure 20: Technology will displace the conveyancing role of solicitors. 
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Expectations  4.7142  

Perceptions  2.4286  

Gap Score  -2.2856  

Table 9: Technology will displace the conveyancing role of solicitors. 

 

 

 

4.3.4 The Tangible Dimension 

4.3.4.1 Online services modern and up to date. 

As is illustrated in the Figure 3, 71.4% of the participants’ expectations respond 

“strongly agree” that online services should be modern and up to date, with 28.6% 

responding “agree” with no other responses. In comparison of the perceptions, we have 

the majority respond “agree” with a 78.6%, while a 14.3% is “strongly agree” and 7.1% 

“disagree” that the online services are modern and up to date. The table below contains 

the same results but in terms of the gap score of means between customers’ perceptions 

and expectations of the item, whose values is -0.7143. 
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Figure 21: Online services modern and up to date. 

 

Expectations  4.7143  

Perceptions  4  

Gap Score  -0.7143  

Table 10: Online services modern and up to date. 
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Figure 22: Online services visually appealing. 

 

Expectations  4.5  

Perceptions  3.8571  

Gap Score  -0.6429  

Table 11: Online services visually appealing. 
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Figure 23: Online services accessible to anyone who requires the service. 

 

Expectations  4.7857  

Perceptions  3.6429  

Gap Score  -1.1428  

Table 12: Online services accessible to anyone who requires the service. 
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in terms of the gap score of means between customers’ perceptions and expectations of 

the item, whose values is -2.1429. 

 

Figure 24: Costs consistent with what my client and I can afford. 

 

Expectations  4.5  

Perceptions  2.3571  

Gap Score  -2.1429 

Table 13: Costs consistent with what my client and I can afford. 
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“disagree” that there is a facility to offer feedback and ideas for improvements online. 

The table below contains the same results but in terms of the gap score of means 

between customers’ perceptions and expectations of the item, whose values is -0.7857. 

 

Figure 25: Facility to offer feedback and ideas for improvements online. 
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Table 14: Facility to offer feedback and ideas for improvements online. 
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agree” and 8% “disagree” while 14% neither agree or disagree that the electronic 

product purchased online are of good quality. The table below contains the same results 

but in terms of the gap score of means between customers’ perceptions and expectations 

of the item, whose values is -0.8571. 

 

Figure 26: Electronic products are good quality. 
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Table 15: Electronic products are good quality. 
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4.3.4 The Reliability Dimension 

4.3.6.1 Process 75% applications within 10 days as stated in customer charter. 

As is illustrated in the Figure 6, 43% of the participants’ expectations respond “strongly 

agree” that 75% of applications are processed within 10 Days as stated in the customer 

charter, with also 43% responding “agree” and 14% selected they neither agreed or 

disagreed with no other responses. In comparison of the perceptions, we have the 

majority respond “disagree” with 37%, while both 14% is “strongly agree” and “agree” 

14% “strongly disagreed” while 21% neither agreed or disagreed that 75% of 

applications are processed within 10 Days. The table below contains the same results 

but in terms of the gap score of means between customers’ perceptions and expectations 

of the item, whose values is -1.5. 

 

 

Figure 27: 75% of applications processed within 10 days. 
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Expectations  4.2857  

Perceptions  2.7857  

Gap Score  -1.5  

Table 16: 75% of applications processed within 10 days. 

 

4.3.6.2 Staff are sympathetic and reassuring to users having difficulty using 

the online services. 

As is illustrated in the Figure 7, 64% of the participants’ expectations responded 

“strongly agree” that staff should be sympathetic and reassuring to users having 

difficulty with online services, with 29% responding “agree” and 7% neither agreeing 

or disagreeing with no other responses. In comparison of the perceptions, we have the 

majority respond “agree” with a 79%, while a 7% is “disagree” and 14% neither agree 

or disagree that staff are sympathetic and reassuring to users having difficulty using the 

online services. The table below contains the same results but in terms of the gap score 

of means between customers’ perceptions and expectations of the item, whose values 

is -0.8571. 
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Figure 28: Staff are sympathetic and reassuring to users having difficulty with the 

online services. 
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Gap Score  -0.8571  

Table 17: Staff are sympathetic and reassuring to users having difficulty with the online 

services. 
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table below contains the same results but in terms of the gap score of means between 

customers’ perceptions and expectations of the item, whose values is -0.8571. 

 

Figure 29: All data and records are held accurately. 

 

Expectations  4.8571  

Perceptions  4  

Gap Score  -0.8571  

Table 18: All data and records are held accurately. 
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5 DISCUSSION CHAPTER 

5.1 Introduction 

The purpose of this chapter is to discuss the data from the data analysis chapter. The 

researcher approached the data analysis and discussions with an open mind. The 

researcher using a modified version of the SERVQUAL/RATER to include a fear 

dimension discusses any gap between user’s expectations and perceptions of online 

service quality in the PRAI within each dimension category.  

It is worth noting for this study that  

Service Quality Score = Perception Score – Expectation Score. 

A negative score indicates low service satisfaction and a positive score indicates 

high service satisfaction.  

5.2 Evaluate the RAFTER Responsiveness Dimension 

Per Minkyun, K., Nallan, S. and Hillmer, C (2013) pointed out the responsiveness 

dimension is important for the organization strategy because it gives a helpful way to 

overcome dynamic and competitive business environments and give flexibility. This 

dimension is communicated to customers by the length of time they must wait for 

assistance, answers to questions, or attention to problems (Zeithaml et al., 2013). 

The three statements included 

 Easy to reach the appropriate member of staff by phone or email 

 Notice given before any online maintenance or upgrade takes place 

 Responds to all correspondence relating to general enquires within 3 working 

days 

For the easy to reach the appropriate member of staff question 100% of respondents 

expected that it should be easy. However, comparing this with the perception of the 

respondents where 43% disagreed with the notion it was easy to reach the correct staff 

member and giving a gap score of -1.4 clearly shows that there is some room for 
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improvement in scores. However due to the lack of qualitative research it may be harder 

to see where the solution for improving the score could be. Is it lack visibility of who 

to contact on the website, is it when they email the helpdesk or is it just that the nature 

of their query or depth of the legal knowledge that they expect the staff to have.       

For the statement on notice given before online maintenance or upgrade takes place 

100% choose either to agree or strongly agree that notice should be given, looking at 

the perceptions we see that 28% don’t agree that notice is given and nearly 30% nether 

agree or disagree causing the gap score to look worse than maybe it is at -1.5. It may 

be the case that they don’t know where to look for the notice or if they are expecting a 

phone call. However, the negative gap score here could be easily improved on by 

ensuring more visibility of notices and maybe some kind of customer engagement. 

Responding to correspondence within 3 days’ question again puts the respondent rate 

at 100% shared between the strongly agree and agree options in the expectations part. 

However, comparing this with the respondent’s perceptions shows that over 50% 

disagree resulting in a high gap score of -1.4. Again, without some sort of qualitative 

analysis it’s difficult to find where exactly the issue is and thus what the solution is. As 

mentioned previously the decline in staff numbers and higher volume of applications 

could mean that the 3-day figure may need to be considered again. 

The overall gap score for the responsiveness dimension shows -4.3 which suggests that 

there is plenty of scope to improve on the responsiveness aspect of online systems 

service quality.    

5.3 Evaluate the RAFTER Assurance Dimension 

Birgül, Ç. and Köksa, S. (2014) highlighted the importance of the assurance dimension 

arguing that the employees should convince their customers that they are qualified to 

provide the service, possessing the required knowledge to perform their duties. 

The three statements included 
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 Staff have the required knowledge and skills to deal with queries in relation to 

property registration 

 Organization is transparent and accountable 

 Online systems and data are secure 

In the question about staff having the required knowledge and skills the expectations 

amongst the respondents show that 100% expect staff to have the required knowledge 

and skills. Comparing this with the perceptions where just over 21% disagree that the 

staff have the skills. The gap score here is -1.2. However over 72% agree that the staff 

have the skills which is a high score. It is worth noting that most of the customers of 

the PRAI are legally qualified solicitors while most registration staff in the PRAI would 

not be so the gap score here may not reflect accurately and it may suggest that the 

customers are not aware of the extensive legal resources on the PRAI website written 

especially for the legal conveyance audience.  

In the question about the organization being transparent and accountable it is 

probably no surprise that 100% expect the organization to be transparent and 

accountable and in the perception, none of the respondents disagreed with the 

statement. The gap score of -1.1 might seem a little questionable but this merely reflects 

that over 30% of the respondents choose to neither agree or disagree that they felt the 

organization to be transparent and accountable. 

In the question about whether the online systems and data are secure, again 100% of 

the respondents agreed or strongly agreed that this is to be expected. In the perception 

part, nearly 65% choose that they agreed with the statement and believed that the 

systems and data are secure. The other 35% choose to neither agree or disagree which 

put the gap score at -1.1. Again no one choose to disagree which would suggest that the 

35% who neither agreed or disagreed did so because they just didn’t have enough 

information to state either way. Thus, the negative gap score here is probably 

meaningless.  
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The overall gap score for the assurance dimension shows -3.4 which suggests that there 

is a bit of scope to improve on the assurance aspect of online systems service quality.    

5.4 Evaluate the RAFTER Fear Dimension 

Technology is becoming part of every business process, in providing customer service 

quality it is important that this new dimension is looked at, as recognizing that 

customers have fears about technology could improve business strategy and service 

quality.   

The three statements included 

 Rate of technological change is a concern  

 Paper based alternative to online registration 

 Technology eventually will displace the legal conveyancing role of solicitors 

In the statement about the rate of technological change being a concern the 

respondents were asked in the expectation part whether they felt users of the online 

services should embrace technological advances and in the perceptions, part the 

respondents were asked if the rate of technological change is a concern. 100% of the 

respondents indicated that they agreed, including over 60% who strongly agreed, that 

they should embrace technological advances. However, when faced with the perception 

question as to whether the rate of technological advances is a concern to them just over 

70% of the respondents choose to disagree and just over 20% choose to agree. So 

basically, what this shows is that that 100% of respondents choose that they should 

embrace technological advances and 70% choose that they are not afraid of 

technological change. The 30% which included over 20% who agreed that 

technological advances are a concern shows that nearly a third of the respondents 

agreed they should embrace change but are not embracing change. This is what I call 

the “Fear Factor” To get a proper gap score for this question the statement should have 

read “the rate of technological change is not a concern” instead of “the rate of 
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technological change is a concern” but all I must do is reverse the results for the 

perceptions to get the real gap score which comes in still at a high -1.    

In the question paper based alternative to online registration over 85% of the 

respondents expected there to always be a paper based alternative to online registration 

however 14% of respondents disagreed. When they were asked for their perceptions of 

whether there is a paper based alternative the results were similar and the gap score was 

-0.5 due to 7% neither agreeing or disagreeing.  

In comparing the figures from the previous question where 100% agreed to embrace 

technological change and in this question 85% expect to keep a paper alternative then 

the question arises how can you do both in the future which leads me on to the final 

question of this dimension. 

Technology will eventually displace the legal conveyancing role of solicitors, in the 

expectation question part of this the statement read “Technology of the PRAI should 

not displace the legal conveyance role of solicitors” It was not surprising, since the 

respondents were themselves legal conveyancers, to see that 100% agreed with over 

70% strongly agreeing. In the perception part, we can see that only 20% agreed that 

technology will eventually displace the legal conveyancing role of solicitors and the 

other perception scores are scattered between the strongly disagree, disagree and neither 

disagree or agree. The conclusion we can make from this is that the respondents do not 

want technology to displace their roles but they fear that it will and giving that in the 

previous questions most were in favor of technological change and to embracing it 

might give way to a new change in basic assumptions when it comes to Property 

Registration in Ireland and whether Digital Registration would be a better solution than 

eRegistration.          

Again, to get a proper gap score for this question we need to reverse the perception 

scores and the result is still at a high -1.1.    
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The overall gap score for the fear dimension shows -2.6 which suggests that there is a 

bit of scope to improve on the fear aspect of online systems service quality.    

5.5 Evaluate the RAFTER Tangible Dimension 

Sanchez-Hernandez, R., Martinez,V. Peiro, J. and Ramos, J. (2009) in their recent 

publication highlight the importance of the tangible dimension due to the functional 

interaction in between customers´ and employees´. 

The three statements included 

 Online services are modern and up to date 

 Online services are visually appealing 

 Online services are accessible to anyone who requires the service 

All the respondents agreed or strongly agreed that online services should be modern 

and up to date. Comparing this high level of expectations, we look at the perceptions 

and can see that nearly 93% of the respondents agreed or strongly agreed with only 7% 

disagreeing that the PRAI systems are modern and up to date. A gap score <1 for this 

statement shows that the service quality level can be improved on further. 

For the visually appealing question over 93% agreed that government online services 

should be visually appealing with 7% not agreeing or disagreeing. Comparing this to 

the perceptions of the respondents where 7% disagreed that the PRAI services were 

visually appealing, the rest agreed or strongly agreed and the same number not agreeing 

or disagreeing. Maybe 7% didn’t like the color scheme or contrast. The lack of 

qualitative research meant that it was not possible to delve further in to people’s 

opinions in this research. To improve the gap, score of -.6429 and slightly improve 

service delivery then further customer surveys could be done to find out ways to make 

the systems more visually appealing.   

For the accessibility question all the respondents choose to agree or strongly agree that 

the online services should be accessible to anyone who required the service, however 
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from looking at the perception scores where nearly 60% neither agreed or disagreed 

would suggest that these respondents just didn’t know. Giving that broadband doesn’t 

exist in all parts of Ireland, the gap score of -1.1428, which would usually be a strong 

indicator of poor service quality, can be ignored as this figure would not be a true 

reflection of the level of service quality without a more in depth questionnaire.  

The overall gap score for the tangible dimension shows -2.5 which suggests that there 

is plenty of scope to improve on the tangible aspect of online systems service quality.    

5.6 Evaluate the RAFTER Empathy Dimension 

Mekoth, N., Babu, G., Dalvi, V., Rajanala, N. and Nizomadinov, K. (2011) who stated 

that the empathy dimension has a direct impact in the attitudinal loyalty and purchase 

intentions as the quality process outcome is more emotional. 

The three statements included 

 Costs consistent with what clients and I require and can afford 

 Facility to offer feedback and ideas for improvements 

 Electronic products purchased online are of good quality 

For the costs, consistent with what clients and I require and can afford question just 

over 90% of the respondents responded that they expect this to be the case with the 

remaining choosing to neither agree or disagree. When asked about their perceptions 

of the same statement over 65% of the respondents disagreed with some even strongly 

disagreeing. This high difference has resulted in a gap of -2.1429. It is worth noting 

that the PRAI brought out a new fees order in 2012 and increased their prices. Due to 

being a public government body coupled with the fact that the PRAI has a monopoly 

in state guaranteed Property Registration and the fact that it answers to the tax payer 

means that it will try and get the best deal for the public. It is probably not surprising 

then the high percentage of respondents think the costs are high.  
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In the ability to offer feedback online question 100% of the respondents expect this to 

be true. Some strongly agreeing. In the perceptions, only 7% disagreed and over 36% 

neither agreed or disagreed with the rest agreeing. The gap score of -0.8 suggests that 

the 36% of people who neither disagreed or agreed and the 7% who disagreed probably 

don’t know where to navigate to on the website to be able to offer feedback. More 

awareness of this could dramatically reduce the gap score. 

In the quality of electronic products purchased online question 100% agreed or 

strongly agreed that the products should be of good quality and when asked about their 

perceptions of the products purchased only 7% disagreed that they are of good quality 

with the majority agreeing. The gap score of -0.9 includes the 14% who neither agreed 

or disagreed with the perception. Again some kind of qualitative research would be of 

benefit to understand why 7% disagreed and if the gap score could be improved.        

The overall gap score for the tangible dimension shows -3.8 which suggests that there 

is plenty of scope to improve on the tangible aspect of online systems service quality.    

5.7 Evaluate the RAFTER Reliability Dimension 

Landrum, H., Zhang, X., Prybutok, V. and Peak, D. (2009) state the importance of this 

dimension, arguing specially the customers that are under stress may demand speed and 

reliability, finding this dimension in their research as the most important 

The three statements included 

 Process 75% of applications within 10 days as per the customer charter 

 Staff are sympathetic and reassuring to users of the system 

 All data and records are held accurately 

For the processing of 75% of applications within 10 days’ question over 85% of the 

respondents agreed that this should be the case however when looking at the perception 

score we see that just over 50% choose to disagree that the PRAI were processing 75% 

of applications within 10 days. This resulted in the high gap score of -1.5. It is worth 
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noting that the questionnaire was made available during one of the busiest periods for 

processing applications and may not be a true reflection of the full year. However, the 

findings may be useful for updating the customer charter as the rate of applications 

received in the PRAI has steadily increased, while staffing levels have decreased since 

the last charter was drafted. 

For the staff are sympathetic and reassuring question nearly 93% of respondents 

agreed or strongly agreed that they expect staff members to be sympathetic and 

reassuring to users having difficulty using the online services, the remaining 7% choose 

to neither agree or disagree. Comparing this to the perceptions where only 7% disagreed 

that the staff were sympathetic but 80% agreed. The gap score of -0.8571 is high mainly 

due to more people on the perception side choosing not to agree or disagree. Again, a 

lack of a qualitative element and the low participant rate means that this may not be the 

most accurate and could benefit from further investigations.   

From the question regarding all data and records held accurately it’s not surprising 

that the expectations for this stand at 100% of all respondents with 86% strongly 

agreeing. From the perception side 7% choose to disagree that the data is accurate and 

over 14% choose to not agree or disagree giving a gap score of -0.8571. Again, this 

negative value is probably due to a lot of people not knowing that the data is accurate. 

While 7% disagree, it’s worth pointing out that much of the data that gets registered in 

the PRAI comes from what the solicitor sends in, without further investigation it’s 

difficult to know the source, if any, for any discrepancy.   

 The overall gap score for the reliability dimension shows -3.21 which suggests that 

there is plenty of scope to improve on the reliability aspect of online systems service 

quality.   
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5.8 Summary 

The below table shows the gap score in order of the worst performing statements. The 

higher up in the table the statement is then the lower the customer satisfaction rate so 

in order to increase customer satisfaction rates the PRAI should focus on these first in 

order to increase customer satisfaction. As per the table costs are the main issue with 

customers in the PRAI.     

Statement Gap Score 

Costs consistent with what I require and what my clients can afford -2.1429 

Notice given before online maintenance or upgrade takes place -1.5007 

Process 75% applications within 10 days as stated in customer charter -1.5 

Easy to reach the appropriate staff member by phone or email.  -1.4285 

Responds to all correspondence relating to general enquiries within 3 

working days. -1.3572 

Staff have the required knowledge and skills to deal with queries in 

relation to property registration -1.2143 

Online systems and data are secure -1.1429 

Online services accessible to anyone who requires the service -1.1428 

Technology will eventually displace the legal conveyance role of solicitors -1.1 

Organization is transparent and accountable -1.0715 

The rate of technological change is a concern -1 

Staff are sympathetic and reassuring to users having difficulty using the 

online services -0.8571 

Electronic products purchased online are of good quality -0.8571 

All data and records are held accurately -0.8571 

Ability to offer feedback and ideas for improvements online -0.7857 

Online services modern and up to date -0.7143 

Online services visually appealing -0.6429 

A paper based alternative to online registration -0.5 
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The below table shows the order of importance of each statement when it comes to 

customers’ expectations that they should have a regarding a service. As can be seen 

below the security of the systems and data ranks as the most important out of all the 

statements.  

Online systems and data should be secure 4.9286 

All data and records should be held accurately 4.8571 

Online services should be accessible to anyone who requires the 
service 4.7857 

Electronic products purchased online should be good quality 4.7857 

Staff should have the required knowledge and skills to deal with queries 
in relation to property registration 4.7143 

Online services should be modern and up to date 4.7143 

Technology should never displace the legal conveyance role of 
solicitors 4.7142 

Notice should be given before online maintenance or upgrade takes 
place 4.6429 

Organization should be transparent and accountable 4.6429 

Users should embrace technological advances 4.6429 

Should be easy to reach the appropriate staff member by phone or 
email.  4.5714 

Staff should be sympathetic and reassuring to users having difficulty 
using the online services 4.5714 

Should be able to offer feedback and ideas for improvements online 4.5714 

Costs should be consistent with what I require and what my clients can 
afford 4.5 

Online services should be visually appealing 4.5 

Should get a response to all correspondence relating to general 
enquiries within 3 working days. 4.4286 

Should process 75% applications within 10 days as stated in customer 
charter 4.2857 

Should always be a paper based alternative to online registration 4.2143 
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6 CONCLUSIOINS & RECOMMENDATIONS 

6.1 Introduction 

Per Saunders et al (2009), the main purposes of the conclusion chapter are “answering 

the research question, meeting the objectives and if appropriate, supporting or 

otherwise the research hypothesis”. (Saunders et al, 2009; p. 538). 

This chapter summarizes the conclusions arrived at during this research study, which 

set out to explore gaps between user’s expectations of online systems and perceptions 

of online systems in the PRAI. It will present the aims and objectives of the research 

and assess how successful it has been in achieving these goals. Finally, ways in which 

the research was conducted and how it can contribute to the body of knowledge will be 

explored, and areas for future research will be discussed.  

6.2 Problem Definition and Research Overview 

The impetus for this project was based on a real business need. The ever-changing 

digital world means it’s important to respond to technological advances and explore 

new improved ways of providing services. At the same time the researcher feels that 

the service perceived by the customer should be close to what they expect. Also at the 

same time the PRAI is currently looking at meeting customer groups with a view to 

gauging the attitudes and looking at ways of improving the service that they already 

provide to them.   

The aim of the project was to show the gaps between the expectations and perceptions 

of the online services provided by the PRAI. 

In the discussion chapter the researcher also highlighted the statements and the order of 

importance that users expect of the services. The below are the top ten “should haves” 

that customers expect the PRAI to provide. 
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1. Online systems and data should be secure 

2. All data and records should be held accurately 

3. Online services should be accessible to anyone who requires the service 

4. Electronic products purchased online should be good quality 

5. Staff should have the required knowledge and skills to deal with queries in 

relation to property registration 

6. Online services should be modern and up to date 

7. Technology should never displace the legal conveyance role of solicitors 

8. Notice should be given before online maintenance or upgrade takes place 

9. Organization should be transparent and accountable 

10. Users should embrace technological advances 

The result of this research will give management of the PRAI, the top ten key areas that 

are the most important in the eyes of its customers when it comes to expectations of a 

quality service. 

The researcher through using his RAFTER model has also highlighted a very 

interesting finding that follows, if we look at the seventh most important expectation 

from the list above which states “Technology should never displace the legal 

conveyance role of solicitors”  closely followed by the tenth most important 

expectation that “Users should embrace technological advances” we can conclude 

that although the customers realize that they need to embrace technological advances 

the advance of same should not displace the role of the solicitors in the process and that 

this may lead to a further discussion on the merits of eRegistration versus Digital 

registration.   

The researcher looked at various service delivery models but choose to stick with a 

modified version of the SERVQUAL model and began to conduct an online 

questionnaire. The researcher used his wide range of computer programming skills to 

develop the online questionnaire and stored the result set in a MySQL database. The 
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questionnaire was hosted on a student web portal and a link was sent out to over one 

hundred solicitor firms inviting them to answer the questionnaire based on their 

experience using the online services of the PRAI. The result data was exported to 

EXCEL and the researcher began to create charts highlighting the percentage of each 

of the 1-5 Likert scale for both the expectations and perceptions. The mean gap scores 

were also calculated for each statement and for each dimension. The results were 

analyzed and discussed in the context of the PRAI and with any gaps identified 

recommendations were made. Some of the key findings and conclusions in the context 

of the PRAI include: 

If we look back at the research questions in chapter one where it was stated that the 

researcher will attempt to answer the following hypothesis: 

H1: There is no significant gap between the customer expectations and 

the customer perceptions regarding the service quality dimensions. 

H2: There is a significant gap between the customer expectations and the 

customer perceptions regarding the service quality dimensions. 

The main key findings show that there is a gap between customer expectations and 

customer perceptions regarding the service quality dimensions. Berry, Parasuraman and 

Zeithaml (1985) defined service quality as the extent of the discrepancy between 

customers’ expectations or desires and their perceptions. 

Perceived service quality can be defined as, per the model, the difference between 

consumers‟ expectation and perceptions which eventually depends on the size and the 

direction of the gaps concerning the delivery of service quality on the organization‟s 

side (Parasuraman, Zeithaml, Berry, 1985). According to Parasuraman, Zeithaml and 

Berry the SERVQUAL model is universal and can be applied to any service 

organization to assess the quality of services provided. 

If we look at the average gap score for the RAFTER scale, we can see that extent: 
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Dimension Total Gap Score Average Gap Score 

Responsiveness        -4.3             -1.4 

Assurance        -3.4           -1.1 

Fear        -2.6            -.9 

Tangibles        -2.5           -.83 

Empathy        -3.8           -1.26 

Reliability        -3.2           -1.1 

Table 19 – Dimension Gap scores 

 

As discussed by Parasuraman et al (1991) negative gaps suggest a need for- improved 

vertical and horizontal communication, better customer understanding, proper 

management commitment, good team work, goal setting and task standardization. 

These results indicate a great opportunity for the organization to improve the entire 

service providing mechanism. Jyotsna Hirmukhe (2012) 

Some of the recommendations based on the data analysis 

 There should be a customer survey, focus group or discussion to ascertain 

what might be causing the low gap scores, maybe a monthly newsletter that 

will give customers more information about where to reach important 

information. 

 Open a discussion about Digital Registration versus eRegistration as the fear 

dimension results suggests that advances in technology is a concern.  
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 Reexamine the customer charter to reflect increased workload and lower 

staffing levels. 

 Lower fees – this is more linked to government policy, but in the meantime, 

there should be more focus on showing the value and high level of service that 

the organization already provides to their customers. It’s worth noting that in 

the PRAI customer survey www.prai.ie/publications that the fees issue was 

also highlighted a a concern in 2014. 

6.3 Contributions to the Body of Knowledge 

The SERVQUAL model has been widely used throughout empirical studies of service 

quality. This research has shown that the model is still current in today’s world of 

modern technology and online services in helping to identify gaps and areas for 

improvements. The modified version of the RATER dimension model which the 

researcher called the RAFTER was introduced and it was shown that the new “Fear” 

dimension can also impact on service quality and delivery.  The below is the conceptual 

model that the research has designed as part of his research. 

http://www.prai.ie/publications
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Figure 30: RAFTER Methodology 

 

The researcher asserts that service quality should be measured using the gap score 

difference between customer’s perceptions and their expectations over the six 

dimensions of the RAFTER model: 

1. Responsiveness 

2. Assurance 

3. Fear 

4. Tangibles 

5. Empathy 

6. Reliability 

Service
Quality

Responsiveness

Assurance

Fear

Tangible

Empathy

Reliability
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6.4 Future Work and Research 

This research project has provided insight into the expectations and perceptions of 

online users of the PRAI and has highlighted recommendations and areas for improving 

service delivery. The new fear factor dimension used to supplement the already highly 

researched model SERVQUAL has proved that “fear” does create some uncertain 

tension in customers minds and that this can manifest itself in service/customer 

satisfaction way. Thus, it should be considered in any future organizational strategy and 

policy making. It would be interesting to see this fear dimension applied to future 

empirical work in other areas of service industries.  

In relation to and in the context of the PRAI it would be useful to research similar 

jurisdictions that have the same “common law” legal environment as Ireland. Other 

countries that would be suitable include the United Kingdom, Canada, Australia, and 

New Zealand. 

6.5 Final Conclusions 

This study set out to investigate the possibility of using a modified version of the 

SERVQUAL model to measure if there were any gaps between user’s expectations and 

their perceptions regarding the online services in the Property Registration Authority 

Ireland. 

The overall conclusion of the study is that there is a negative gap between the 

expectations and perceptions of the quality of online services provided by the Property 

Registration Authority Ireland. The data analysis has backed up this assertion. The 

negative average gap scores of all the dimensions indicate a discrepancy between the 

expectations and perceptions. Basically, when it comes to quality of service provided 

by the Property Registration Authority Ireland the level of expectations is higher than 

the actual service quality provided.  
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As discussed in the discussion chapter It is worth noting that the lack of qualitative 

research, and the high percentage of respondents who neither agreed or disagreed with 

the perception statements may have made the results slightly skewed.  

The introduction of the Fear Factor dimension provides for a new and exciting approach 

to measuring service quality for future research to explore.  
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7 SELF REFLECTION 

7.1 Introduction 

Pedler, Burgoyne and Boydell (1986) suggest that a record of reflective learning should 

include feelings, thoughts, ideas, and behavior. Cotrell, S. (2008) points out that a 

reflective, active, self-evaluating approach to learning develops deeper understanding 

in the long term. The below sections include the researcher’s self-reflection of the 

modules he has studied and the skills gained from the MBA course.  This chapter looks 

at the main learning styles and theories and how they impacted on the researcher’s 

study. It will also reflect on any problems and how they were overcome and it also 

looks at the skills gained from working on the dissertation. Finally, it looks at the how 

the MBA can contribute to his personal and professional future.     

7.2 Learning Styles 

David Kolb defined learning as the “process whereby knowledge is created through the 

transformation of experience” Kolb (1984). He expressed that the process of learning 

can be considered as a circular but continuous process which has four stages. 

1. Concrete Experience 

a. Doing and having the experience 

2. Reflective Observation 

a. Reflecting and reviewing the experience 

3. Abstract Conceptualization 

a. Concluding on the lessons learned from the experience 

4. Active Experimentation 

a. Execution and trying out what was learned from the experience 
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The emphasis is that the process of cyclical learning is continuous and begins when any 

action is performed for the very first time. 

Honey & Mumford (1992) developed their model from regrouping the learning styles 

described above and adapted these to work in professional environment. 

1. Activist 

a. Emphasizes on experience and feelings as opposed to thinking 

2. Reflector 

a. Deeper understanding of situations through observing 

3. Theorist 

a. Relies more on thinking instead of feeling 

4. Pragmatist 

a. More of a doer as opposed to observing 

Concrete 
Experience

Reflective 
Observation

Abstract 
Conceptualization

Active 
Experimentation
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On taking the learning style questionnaire the researcher found that he ranked higher 

on the reflector scale. Throughout the dissertation stage the researcher was able to see 

the implications that any idea could bring and through his new RAFTER model for 

measuring service delivery the researcher was able to look at situations from a different 

point of view to form opinions and discussions.   

7.3 Master of Business Administration 

The researcher decided to do an MBA course back in 2014 to supplement his already 

commercial experience working in a technical field in an ICT role for many years 

before joining the Civil Service also in an ICT role. The researcher feels there is plenty 

of opportunity to rise in the ranks in the Civil Service and felt that acquiring 

management and leadership skills from his MBA course would help. 

The international management module was the most inspiring of all the modules the 

researcher studied. It is interesting to watch videos of CEO's from global organizations 

speak about their challenges and leadership styles. The researcher studied Amazon Inc. 

and gained a great insight in to Jeff Bezos leadership style. Models such as the PESTEL 

and discussions around ethics, corporate social responsibility and corporate governance 

Activist

Reflector

Theorist

Pragmatist
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proved invaluable to the researcher. PESTEL is one of the most effective strategic 

analytical tools available that can be used for analyzing the external environment for 

the business (Klein, 2007). The abbreviation stands for political, economic, social, 

technological, environmental, as well as, legal factors that affect the business. The 

researcher also learnt about globalization and workforce diversity and about Dr. Geert 

Hofstede study on how values in the workplace are influenced by culture. His 

dimension analysis can be used to help business get a better understanding of the 

intercultural differences within regions and between countries.  

The financial analysis module gave the researcher a great understanding of financial 

versus management accounting. It was during a very interesting time in Ireland and 

Europe when global markets were in turmoil. From learning about key ratios and being 

able to apply these to real companies has giving the researcher confidence and 

knowledge to understand companies’ balance sheets. The researcher feels that he has 

improved his numerical and problem-solving skills from studying this module. 

This marketing module consisted of great interaction and discussions in class.  It 

allowed for a great deal of creativity. The marketing mix of Product, Price, Promotion, 

and Place was discussed and analyzed at length and SWOT and PEST analysis was 

performed on different companies. The researcher feels that this module has helped to 

notice the tangible things in retail outlets and where outlets have good marketing and 

what their unique selling point is or where there is a need to improve.      

The personal and professional development module was a great learning experience to 

the researcher and helped him to understand his weaknesses and strengths. The 

researcher enjoyed the learning about Belbin team roles and Myers Briggs personality 

types. It has giving a greater understanding of his work colleagues and how different 

projects are managed. The researcher took some of the personality tests and found out 

that he was one of the rarer personality types. Again, this module has helped the 
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researcher to acquire and develop his team leadership competency and interpersonal 

and communication.   

The business strategy module focused on business strategy and looked at industries 

such as the pharmaceutical sector. Using Porters 5 forces model and the value chain 

model the researcher got a great understanding of the drivers of strategy. Porter’s value 

chain model envisages the specific activities by which firms gain sustainable 

competitive advantage. The culture of organizations was also looked at and how 

aligning culture with strategy may help a business to operate more efficiently in the 

marketplace. Culture eats strategy for breakfast,” is a famous quotation attributed to the 

late business management guru Peter Drucker. 

The Information Systems Development module gave the researcher a valuable insight 

in to the theory behind IS development. The researcher learned methodologies and 

looked at different types of computer systems and learned how to critically evaluate 

how information systems can be used to gain competitive advantage and the different 

improvements that could be made to current IT systems. The knowledge gained from 

discussing the different CRM, ERP, Agile and Cloud computing solutions and the 

practical side of doing presentations for mock CEO’s and discussing IT systems in a 

non-technical way, and learning about change management and soft systems 

methodology has all helped the researcher to acquire and develop his analysis and 

decision making competency.    

This Innovation and IT Management module introduced the researcher to innovation 

and the many models and frameworks that drive innovation. As a creative person, the 

researcher could relate to Steve Jobs quote “innovation is creativity that sells”.  The 

researcher learned about digital transformation processes, the 4 P’s of innovation, 

CMMI models, lean and agile technologies, big data, DevOps and used SWOT, PEST 

and Kotter’s Change management frameworks. The class involved great discussions 
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about platform play and we discussed organizations such as Microsoft and Google and 

some of the mistakes that Yahoo made.   

7.4 The Dissertation Stage 

The research methods module introduced the researcher to research skills, research 

methodologies and how to conduct the literature review and how to critically evaluate 

information.  The dissertation stage is the result of hard work done by the researcher 

throughout two years. The first challenge the researcher came upon was when he found 

it difficult to choose a research topic in the first year and toyed with a few different 

options right up to the dissertation stage. The researcher felt he was losing focus but the 

supervisor helped him to focus on the topic. The researcher who had an interest in 

Information Systems, the customer experience and service quality was able to find a 

research topic that could encompass all these topics and began to research the impact 

of technology in the Property Registration Authority Ireland from a customer view 

point. The research would also benefit the PRAI and because the researcher also worked 

there the key knowledge was already acquired. It also helped that there is a wealth of 

research already out there on service delivery and quality and many frameworks to 

measure it.  

Other challenges the researcher faced was how to develop the web based questionnaire, 

he looked at survey monkey which was an internet based company specializing in 

delivering and reporting on the findings from questionnaires.  However due to the size 

and nature of the researchers proposed questionnaire the survey monkey company 

wanted to charge a significant fee which the researcher didn’t want to pay.    

The researcher decided to use his software development skills to develop his own web 

based survey, however in going down this route critical time was lost not only in 

developing and testing the web page but in setting up a database and then having to 

query the database to report on the findings. It was a challenge having to research how 

to perform numerical analysis.  An off the shelf paid package such as survey monkey 
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would have included all this. The outcome was that only a few days was lost and that 

the web based questionnaire that the researcher developed was a success.    

Other challenges the researcher faced during the dissertation stage was work and family 

commitments and finding the time to work on his dissertation was challenging. It was 

during a busy time in his job and he also had an eye operation at the start of the 

dissertation stage which meant he lost a couple of weeks at the beginning.   

In general, the dissertation stage was very challenging but at the same time the 

knowledge and skills gained from completing the dissertation has proved invaluable. 

Some of the outcomes are described as follows: 

 Research Skills 

o The variety of assignments with a broad range of academic and 

objective content meant the researcher had to improve his 

research skills dramatically in order to find the necessary 

information. 

 Communication Skills 

o The many presentations and discussions that the researcher had to 

perform and from meeting many new people from different 

companies and cultures has helped the researcher improve his 

communication skills.     

 Time Management Skills 

o Time management is a key factor in a part time program such as 

this and having to do assignments and complete the dissertation 

means that if you don’t quickly acquire the necessary time 

management skills you won’t be able to successfully complete the 

course. The researcher has improved his time management skills 

as a result.     

 Team Working Skills 
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o Although the dissertation is an individual task, throughout the 

course there was many group assignments. The challenge was to 

work with people from varying backgrounds from different 

countries and work as a team. The researcher worked with 

different team members for each assignment and on one occasion 

had to work with just one other person when every other team had 

four. The researcher was able to acquire better team working skills 

as a result and approached every situation on a professional 

manner.  

7.10 A New Beginning 

In doing the MBA the researcher wanted to challenge himself and looking back it has 

been one of the most challenging, fulfilling and rewarding experiences that he has ever 

done and he has made a lot of friends in the process and is thankful to DBS for the 

opportunity to help develop the below competencies 

 People Management and Team Leadership 

 Analysis & Decision Making 

 Management & Delivery of Results 

 Interpersonal & Communication Skills 

 Drive & Commitment  

 Specialist Knowledge & Self Development 

One of the key insights the researcher took from the module and of the whole MBA is 

about diversity and how Diverse workforces are composed of employees with varying 

characteristics including different religious and political beliefs, gender, ethnicity, 

education, social background, sexual orientation and geographic locations. The 

challenge is to treat others how they want to be treated not as how you would like to be 

treated. 
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APPENDICES 

 

Dear Sirs, 

As partial fulfilment of my Master's in Business Administration in Dublin Business 

School I am writing a dissertation which focuses on service delivery in the context of 

online services within the Property Registration Authority Ireland.  

 

The survey, see link below, is designed to identify gaps between users expectations 

and perceptions that may exist in the context of online services of the PRA. 

 

If you are a customer of the PRA and have used the online services your feedback is 

welcome. I work in the PRA and hope that the research can contribute to the existing 

customer charter and business strategy policies of the PRA. 

 

The survey should take no longer than 8 minutes. Please be assured as to the 

confidentiality of responses and that the anominity of all respondents will be upheld at 

all times. 

The researcher will be unable to identify any of the respondents.  

 

I would be extremely grateful if you could take the time to pass it to your colleauges 

and complete this short survey which can be accessed using the below link. 

 

The password to gain entry to the survey is folio 

 

Yours faithfully, 

Adrian Bradley 

 

See link to college blog with survey, password to start survey is folio 

http://www.tinkleman.info/PRA_survey.aspx 

 

http://www.tinkleman.info/PRA_survey.aspx
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