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ABSTRACT
The purpose of this study is to develop a service quality framework for property management service
using gap analysis, a model that offers an integrated view of the consumer-company relationship.
Integrating the SERVQUAL instrument and other work in the service quality literature, this paper
develops a conceptual model for understanding the interactions between tenants’ satisfaction and
property management. This conceptual paper develops three constructs: functional, technical and
image, which are very important in delivering quality service. The proposed model links these three
constructs with 11 dimensions of service quality. It is not an empirical investigation of tenants’
satisfaction. The paper does not review in detail the impact of the three constructs on property
management services. The proposed model will provide valuable insights about the interactions
between tenants’ satisfaction and property management services. This paper provides an important
conceptual framework for evaluating the relationship between tenants’ satisfaction and property
management.
Keyword Service quality, tenants’ satisfaction, property management, purpose built office buildings.
Paper type Conceptual paper.

1. INTRODUCTION
Service quality is an abstract and elusive concept because of the well-known distinctive features of
services – intangibility, perishability, heterogeneity, and inseparatability of production and consumption
(Parasuraman et al, 1985). It is due to these features that definition of quality can vary from person to
person, and from situation to situation (Kandampully, 2002). The roots of the service quality research
reside in early conceptual work from Europe such as Lithenen & Lithenen (1982), Gronroos (1998);
Americans such as Parasuraman, Zeithaml and Berry (1985, 1988), as well as customer satisfaction
theory.
The notion that service quality is a function of the expectations-performance gap was reinforced by a
broad-based exploratory study conducted by Parasuraman et al (1985). Based on this study, Parasuraman
et al defined service quality as the degree and direction of discrepancy between customers' service
perceptions and expectations. Delivering consistently good service quality is difficult but profitable to
service organizations (Parasuraman et al, 1991).
2. THE IMPORTANCE OF SERVICE QUALITY RESEARCH
Customer satisfaction, combined with product and service quality, has been one of the most powerful
marketing tools. Companies are striving to deliver to their customers not only their products and services,
but also ‘quality’ and ‘satisfaction’ that may lead to increased economic returns on investment. This
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industry-wide effort to deliver exceptional product/service quality and total customer satisfaction
continues to intensify in the marketplace as it is directly connected to the survival of the company.
Customer satisfaction and service quality is emerging as the single most powerful tool for achieving and
sustaining a competitive advantage (CEL and Associates, 1996; Dean and Lee, 1998; Kandampully,
2002), as determinant of business success and failure (BOMA, 1998) and as a barometer of corporate
performance (Patrick et al, 1996).
In the property industry, customer service and satisfaction have also become the management
buzzwords (John, 1992). Quality service, unlike pricing or cost differentials, wins customers and clients
for life (CEL and Associates, 1996). Therefore, service is now the criterion upon which the clients,
customers, and users of real estate products and services differentiate one organization from another. The
goal of leading real estate firms is to build customer’s and client’s loyalty through excellence and to
secure new customers and clients because of service excellence.
3. SERVICE QUALITY RESEARCH
3.1 Across industries
Since the introduction of the SERVQUAL, it has become the favourite, the most adopted, the best service
quality measurement applied across industries and nationwide. Appendix 1 highlights the various studies
that were carried out in a diverse range of industries. The majority of studies support the applicability of
the SERVQUAL instrument as the only tool that has been tested statistically in terms of validity and
reliability, for measuring service quality. Appendix 1 shows research of service quality nationwide and
across 23 industries. This confirms that it is the most researched area in marketing.
3.2 Service quality research in property industry
Service quality research in the property industry is very limited. To date there are six service quality
researches as shown in Table 1 below and they are all in the estate agency services. In contrast with the
table in Appendix 1 of service quality research across industries, this supports the much needed research
of service quality in the property management services as none has been done so far, particularly in
property management service in Malaysia.
Table 1: Service Quality Research in Real Estate
1

Year
1988

Author(s)
Johnson, Linda L.; Dotson,
Michael J.; Dunlap, B.J.

2

1994

Mc Daniel, J., Lourgand, Marc A

3

1995

Nelson, Susan Logan; Nelson,
Theron R.

4

2000

Seiler, Vicky L.; Webb, James R.;
Whipple, Thomas W.

5

2004

Teoh Poh Huat

6

2005

Pratibha A. Dabholkar, Jeffrey W.
Overby

Title
Service Quality Determinants and Effectiveness in The Real Estate
Brokerage.
Journal of Real Estate Research, Summer88, Vol. 3 Issue 2, p21, 16p
Real estate brokerage service quality: An examination.
The Journal of Real Estate Research 9(3): 339, 12 pgs.
RESERV: An Instrument for Measuring Real Estate Brokerage Service
Quality.
Journal of Real Estate Research, 1995, Vol. 10 Issue 1, p99, 15p;
Assessment of Real Estate Brokerage Service Quality with a Practicing
Professional's Instrument.
Journal of Real Estate Research, Jul-Oct2000, Vol. 20 Issue 1/2, p105,
13p,
Measuring Service Quality Using SERVQUAL: Findings and Insights
from an Exploratory Study in the Malaysian real estate Agency Business.
Unpublished dissertation DBA
Linking process and outcome to service quality and customer satisfaction
evaluations: An investigation of real estate agent service
International Journal of Service Industry Management; Volume: 16
Issue: 1; 2005 Research paper

13

Service Quality And Property Management Service: A Conceptual Framework
3.3 Service quality research in Malaysia
Service quality and gap analysis in Malaysia is still not fully researched. Appendix 2 summarises the
studies done in Malaysia by years and industries, for example, banking, public services (road transport as
well as telecommunications), telemarketing, hospitals, higher education, tourism, and hospitality to name
a few.
There are 14 service quality studies that had been conducted in Malaysia between 1997 and 2005. The
instrument used to measure service quality was mainly SERVQUAL, for example, Sharifuddin (1997),
Ismail and Khatabi (2002), Mohd Kasim and Bojei (2003), Sohail (2003, Teoh (2004), Che Ros et al
(2004), Ding (2004), Ashroff (2005), and Pei et al (2005). Only three studies, Ahmad and Haron (2002),
Fadzly and Ahmad (2004), and Wai-Ching and Lock K (2005), used their own instrument. In regards to
the added dimensions in the instrument, only Ismail and Khatabi (2002) and Che Ros et al (2004)
attempted to include other dimensions besides the five dimensions of SERVQUAL; reliability, assurance,
tangible, empathy and responsiveness. Most of the studies are quantitative studies except for Che Ros et al
(2004) where there is a combination of quantitative and qualitative study.
Of the 14 studies listed, none of them covered the property management services in Malaysia. Thus,
this study may extend the literature of research of service quality in the property management services,
particularly in Malaysia. In addition, this study will utilise a triangulation or mixed methodology, a
combination of quantitative and qualitative research design. The researcher will also adopt a modified
SERVQUAL as the instrument to measure the perceived service quality in property management services.
4. PROBLEM STATEMENT
Property management is a very demanding and challenging profession. It involves organizing an efficient
system as well as directing, coordinating and controlling all the skills available towards maximizing
income from a property and at the same time ensuring maximum protection of its fabric from deterioration
and wastage through proper upkeep and maintenance (Chin, 1986). The duties and responsibilities of the
Property Manager vary and can include (Kyle et al, 1999); (1) marketing and keeping the property leased,
(2) lease management includes the renting of the property, lease accounting and handling any related court
cases, (3) collection of property income, (4) financial reporting and (5) maintaining the physical integrity.
The primary roles, responsibilities and expectations of property managers have changed dramatically
through the years due to the fact that tenants have become more demanding and the business environment
has become increasingly competitive. Moreover, office building has become even more sophisticated with
applying high technology – and this requires a very knowledgeable manager to manage it effectively and
efficiently. These have also made the property management profession a rapidly growing profession,
attracting many new entrants into the market (Chin & Poh, 1999). Therefore, in order to remain
competitive, property managers must listen and respond to tenants' needs, concerns and expectations, as
well as opinions, and use this information to quantify their performance and compare them with best
practice (Muhlebach, 1998).
A study on the status of property management practice in Malaysia shows that only 30% of the
property managers use quality as their management tool. It also shows that property managers have
focused only on those performance variables that can be easily and readily available, for example, the
investment based performance measurement and the occupancy cost performance (Zarita et al, 2004). That
is basically the reason why property management industry is very slow in adopting such measure. The
property managers have been forced to measure end results as opposed to the incremental processes that
actually combine to make up the end result. These measurements tend to explain 'what' but provide little
insight into the 'why'. As a result, managers can only hypothesize or guess the actual cause (Schwenker,
1999). Thus to answer the ‘why’, the property managers need to focus on customer based performance
measurement in order to set themselves apart from their competitors (Muhlebach, 1998). This is essential
in order to attract and retain tenants as well as implementing benchmarking policies that will enable them
to effectively compete in the marketplace.
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5. OBJECTIVE
The aim of this paper is to propose a conceptual framework for assessing service quality in property
management of purpose built office buildings in Malaysia.

6. THE CONCEPTUAL FRAMEWORK OF SERVICE QUALITY FOR PROPERTY
MANAGEMENT SERVICES
The conceptual framework will provide the researcher with a guide on how to develop the service quality
instrument that will be implemented in this study. The development of framework has to start from an
initial idea and concept. In the case of implementing service quality, one can start by trying to analyse the
range of options available such as the development of service quality dimensions as well as the existing
models of service quality. In addition, the researcher has also looked at the service quality dimensions
from various studies. These are the important elements that describe service quality for a particular
industry. Service quality is multidimensional (Parasuraman et al, 1985) and a very complex phenomenon
(Gronroos, 1998). Thus the purpose here is to identify the most suitable construct and dimensions of
service quality to describe the construct for property management services.
The service quality framework for property management services is illustrated in figure 1 below.

STAGE 2

STAGE 1

Service Quality
Dimensions on Property
Management Profession

Service Quality
Constructs of Property
Management
Profession

STAGE 3

Gap Analysis

Outcome

SERVQUAL
Tangibles
Responsiveness
Empathy

FUNCTIONAL

Reliability
Assurance

PROPERTY
Cleanliness

EXPECTATION
S

Building Services
Signage

SERVICE
QUALITY

TECHNICAL

SATISFACTION

Security
Parking
Building Aesthetics

PERCEPTIONS
IMAGE

Figure 1: Service Quality Framework for Property Management Services
There are three stages in the framework development which are explained in the following sections.
6.1 The First Stage
The first stage explains the constructs of property management service. There are three constructs that
explain property management service quality; (i) functional which represents element/service judged
before (five dimensions), (ii) technical represents element/services judged during (five dimensions), and
(iii) image represents the additional elements which is the building aesthetics (one dimension).
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Models help us understand the complexity of service quality. There have been many models presented
by researchers in other industries, however, due to different circumstances, type of industries, etc.
understanding and dimensions are very specific and they vary from one industry to another. There has
been no evidence of a conceptual framework used in the study of service quality in property management
services to date. Therefore, it is the contribution of this study to develop a conceptual framework and
instrument of service quality for property management services.
There are five distinct models concerning the nature of service quality. First, an early foundational
model: The Perceived Service Quality Model developed by Christian Gronroos in 1982. Secondly,
Lehtinen’s service quality model. Thirdly, an evolutionary form of the Gronroos model, the Gap Analysis
Model developed by V. A. Zeithaml, A. Parasuraman, and L. Berry in 1988, and the resulting
SERVQUAL instrument which is widely used across industry to understand and improve the quality of
service industry. Gronroos (1988) and the work on SERVQUAL (Parasuraman et al, 1988) support the
notion that quality evaluations as perceived by customers stem from a comparison of what the customers
feel that the organisation should offer (i.e. expectation) and their perceptions of the performance of the
organisation providing the service. Fourthly, Rust and Oliver’s three dimensional model (1993), and
lastly, multilevel models by Brady and Cronin (2001).

Perceived Service
Quality

Expectations

Experiences
Physical Quality



Image

Market
communications
Image
Word of mouth
Customer needs
Customer
learning






Service Quality

Outcome/
Technical
Quality:
WHAT

Corporate quality

Process/
Functional
Quality:
HOW

(Source: Gronroos, 1998)

Figure 2: Gronroos' Perceived Service Quality model
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(Source: Lehtinen & Lehtinen, 1991)

Figure 3: FiLehtinen’s service quality model
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Figure 4: The Gap Model

Perceived
service

Service
environment

(Source: Rust and Oliver, 1994)

Figure 5: The three-dimensions of service
quality model.
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Figure 6: A Hierarchical model of perceived service quality
For the purpose of this study the researcher has tabulated a comparison of the various studies aimed at
examining the constructs or patterns used from previous studies (Table 2). As shown out by Asubunteng et
al (1996), it is important to measure customer perceptions of quality before and after the quality action
was taken to see if the goal had been achieved. Lehtinen and Lehtinen (1991) also reported that in
examining the determinants of service quality it is necessary to differentiate between the quality
associated with the process of service quality and the quality associated with the outcome of the service.
What Asubunteng et al (1996) mean by quality before is that the quality associated with the process of the
service by Lehtinen and Lehtinen (1991), and quality after the service is the quality associated with the
outcome of the service by Lehtinen and Lehtinen (1991).
Table 2: Summary of the Constructs from the Service Quality Model by various researchers
Construct
Studies
Lethinen &Lethinen (1983/1991)
Gronroos (1988/1998)
Parasuraman et al (1985)
Rust & Oliver (1994)
Cronin & Brady (2001)

Quality before

Quality after the action

Additional

Process quality
Functional quality
Process quality
Perceived service
Interaction quality

Output quality
Technical quality
Service product
Outcome quality

Corporate quality
Image
Service Environment
Physical quality

Thus, although the terminology used by Asubunteng (1996) and Lehtinen and Lehtinen (1991) was
different the meaning is the same. Hence, for the purpose of this study, the researcher will use the
terminology before and after the quality action to tabulate the constructs from other studies. The rationale
behind this is services are very subjective in nature and the production and consumption activities take
place simultaneously. This is where the interaction occurs between the service provider and the customer.
Critically, this interaction will have an impact on the perceived service.
Gronroos (1990) suggested that the quality of a service as it is perceived by customers has two
dimensions; technical or outcome/what dimension and a functional or process/how-related dimension. For
example, in the property management services, the tenants will be provided a space for their business,
facilities and amenities in the buildings, a café, mini-market, etc. All of these outcomes of service
processes are obviously part of the quality experience. This dimension is also known as output quality
(Lehtinen & Lehtinen), technical quality (Gronroos, 1988, 1998), service product quality (Rust and Oliver,
1994) and outcome quality (Cronin and Brady, 2001).
What tenants receive in their interactions with the property management company is clearly important
to them and their evaluation of service quality. However, this will only cover one service quality
dimension, called technical quality of the outcome of the service production process. Gronroos (1990)
reported that it is what the customer is left with, when the service production process and its interactions
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are over. This dimension can be measured relatively objectively by customers, because of its
characteristics as a technical solution to a problem.
The tenants will also be influenced by the way, in which the outcome/what quality – the end result of
the process – is transferred to him. In addition, the tenant’s view of services is also influenced by the
appearance and behaviour of the property management staff, repairmen, and service and maintenance
technicians, how the tasks are performed, what they say, and how they do it. Thus the tenant is also
influenced by how he receives the service and how he experiences the simultaneous production and
consumption processes. This is another service quality dimension which is closely related to the way
service is delivered or taken care of and how the service provider functions.
This is also known as Functional Quality of the process or process/how quality. The functional quality
dimension cannot be evaluated as objectively as the technical dimension; frequently it is perceived very
subjectively (Gronroos, 1990). This dimension is also known as process quality (Lehtinen and Lehtinen,
1983; 1991; Parasuraman et al, 1985), functional quality (Gronroos, 1988, 1998), perceived quality (Rust
and Oliver, 1994) and interaction quality (Cronin and Brady, 2001).
The synthesis in this research will adopt the above suggestions by the abovementioned authors which
show that there are three contributing factors or constructs that are significant in any models namely,
construct that is judged before the service, construct judged after the service, and other additional
constructs (if any). Although different researchers will use different terminology to name their constructs
they carry the same purpose. Moreover, the synthesis suggests that each of the models consists of at least
one for each purpose before and after the service and additional construct to further explain the model in
order to fit the industry understudy. Interestingly, the model by Parasuraman et al (1995) consisted only of
one construct and this is in agreement with Kang and James (2004) but the advantage is that they have
developed a well-accepted Gap Model together with the SERVQUAL instrument.
Kang and James (2004) argue that SERVQUAL measurement of service quality does not explicitly
reflect both dimensions i.e. technical and functional but it only focuses on process or functional
dimension. Their argument behind this depends on the timing of the evaluation. For functional quality, the
evaluation occurs while the service is being performed. For technical quality, evaluation happens after
service performance and focuses on ‘what’ service is delivered. This is also consistent with Gronroos
(1990) and Mangold & Babakus (1991) that the dimensions of SERVQUAL are related to process or
functional or what perceived service quality is. However, of all the service quality models developed, the
one developed by Parasuraman et al (1985, 1988) is the favourite, the most adopted, cited, and most
influential model across industries and nationwide. It has also been labeled as the best service quality
measurement (Gronroos, 1998).
Generally, it is well accepted that service quality is an elusive, indistinctive, and a multidimensional,
and therefore it gives rise to a complex phenomenon; and above all, multi-attribute constructs
(Parasuraman et al, 1998, 1988; Gronroos, 1990; Cronin and Taylor, 1992; Ghobadian et al, 1994). Thus
the purpose of this comparison is basically to identify the right construct that will fit the research
understudy, in this case, the property management services.
In the property management services, property or building that is occupied by tenants represents the
technical/outcome quality dimension. On the other hand, the property management company thatprovides
the management and maintenance services of the buildings represents the functional or process dimension.
This is consistent with the property management framework in Figure 3. Operational property
management consists of two main tasks (1) the management, and (2) the maintenance. The management
involves all the coordination work, supervision and other management tasks, also termed as process,
whereas, maintenance involves the outcome of the physical product which is property or building.
Thus based on the above comparison and discussion, it can be concluded that a service quality model
should at least consist of two constructs which are judged before the service or process quality and judged
after the service or technical quality. Any additional constructs can be added according to their relevance
to the industry understudy.
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Figure 7: The Framework of Property Management
6.2 The Second Stage
The second stage is the dimension of service quality for the property management services. For the
purpose of this study the dimension is divided into two groups, the SERVQUAL and the property
dimensions. The SERVQUAL is used in this framework to demonstrate that this study is a modified
SERVQUAL which had been developed by Parasuraman et al (1985, 1988). The purpose of this
modification is to reflect the industry or service understudy or particularly the property management
service.
All the service quality dimensions by various authors above have been tabulated and categorised
according to their definitional information. Table 3 below shows the summary of the dimensions.
Scheider and White (2004) argued that many of these differences might be due in part to changes that
the researchers make to a particular survey, for example, adding or rewording items, changing response
scales or the way they analyse the data, for example, using different factor analysis methods. The
dimensions proposed by Gronroos (1988) are similar to those represented in the SERVQUAL typology
(Scheider and White, 2004). Both (i.e. Parasuraman and Groonroos) have the dimensions of (i) reliability,
(ii) the themes of trusting in the organisation and (iii) the knowledge of its people to deliver quality
service. These are represented in Gronroos’s Reputation/credibility and Professionalism/skills dimensions
and can be found in SERVQUAL dimension of Assurance. In addition, the Gronroos’s Attitudes and
Behaviour dimension reflects the same idea of caring for the customer that is seen in SERVQUAL’s
Empathy dimension. However, while SERVQUAL covers the issue of convenient operating hours (under
the empathy dimension), it does not focus as much attention on it as Gronroos’s dimension of
Accessibility and Flexibility. Elements of Gronroos’s fifth dimension of Recovery can be seen in the
SERVQUAL dimension of Responsiveness, focusing on responding to customer’s problems and
complaints
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Table 3: Service quality dimensions – a comparison between various researchers
Sasser (1978)

Parasuraman
et al (1988)
Tangibles

Gronroos (1988)

Condition

Parasuraman
et al (1985)
Tangibles

Consistency

Reliability

Reliability

Reliability and
trustworthiness

Completeness
Availability
Timing

Security
Attitude

Responsiveness

Responsiveness

Recovery

Competence

Assurance

Reputation and
credibility
Professional and skills

Courtesy
Credibility
Security
Access
Communication

Empathy

Understanding/
knowing the customer

Attitudes and behaviour
Accessibility and
flexibility

Johnston (1995)
Aesthetics
Cleanliness/
tidiness
Comfort
Reliability
Commitment
Functionality
Responsiveness
Availability
Attentiveness/
helpfulness
Competence
Courtesy
Integrity
Security
Access
Communication
Care
Friendliness
Flexibility

Dimensions proposed by Sasser and Johnston also fit well to the ever favourite dimensions of
Parasuraman et al (1985, 1988). Although Johnston’s service quality dimensions look comprehensive, the
synthesis shows that it is actually an elaboration of what has been put forth by previous researchers
especially Parasuraman et al (1995, 1998). Johnston’s study is meant to elaborate on the industry
understudy so that it will be as comprehensive as possible. This is supported by Rosen and Karwan (1994)
that the dimensions of service quality do vary by service setting.
According to Gronroos (1988), in order to make a list of determinants or factors of good quality useful
for managerial purposes, it has to be short enough, but still provides a comprehensive list of aspects of
good quality. Therefore, for the purpose of this study the researcher has chosen Parasuraman’s et al (1988)
i.e. the five service quality dimensions as the most relevant for this study because they fit with the
suggestion made by Gronroos (1988), that the quality dimensions have been developed specifically for
services, and the dimensions are derived from empirical studies and statistical analysis. Furthermore, the
five dimensions are comprehensive to measure the one aspect of service quality which is the functional or
process in the property management services. Another advantage is that the dimensions come with the
SERVQUAL instruments.
Physical evidence and property management services
Physical evidence is important in property management services. This is due to the fact that tenants not
only interact with the management but at the same time they have to stay in a building for hours due to the
working hours imposed on them. Thus tenants will usually find other elements that can be seen or
experienced (physical environment) that influence their perception of service quality in the property
management services. These elements somehow or rather have connection with the service delivered to
them. It is no doubt in the property management services, these elements are related to property
maintenance which includes cleanliness of the building, building services, security, signage, etc. Hence,
the task now is to identify the property dimensions or the technical construct for the framework.
Service quality research in property management services is very limited. However, there are studies
that have looked at tenant satisfaction of purpose built office buildings such as, Birkeland and Bettini
(1995), Leifer (1998), BOMA (1999), NRESC (2000), Kingsley (2002), and RICS (2005). The purpose of
this section is to look at various studies in property management that have the similarity to the researcher’s
study.
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Birkland and Bettini (1995) and Kingsley (2002) focused on detailing the impact of property
management service on tenant retention. Leifer (1998) on the other hand, studied the office user
satisfaction, however, his study is too individualised rather than looking at the overall satisfaction and
service quality of office tenants. BOMA (1999) research aimed at understanding the desires vs. the actual
needs of tenants. NRESC (2000) and RICS (2005) measured tenants’ satisfaction; and finally, RICS
(2005) went one step further in developing Tenant Satisfaction Index. Appendix 3 tabulates the property
dimensions used in various studies.
Kingsley (2002) revealed that tenants’ satisfaction is highly correlated with property management
variables. This is also consistent with BOMA (1999) and NRECS (2002) whereby factors that drive
tenants’ satisfaction depend on; (i) the quality of the building management, (ii) property management
knows the tenant needs, (iii) property management is proactive, (iv) tenant space helps tenant to be
profitable, (v) space meets business needs, (vi) space has up to date technology infrastructure, (vii)
property management is trustworthy and (viii) floor plan layout works for tenants. Thus the property
management variables is actually the maintenance of the building, which includes dimensions one to six
mentioned in Appendix 3; i.e. cleanliness, building services, signage, security, parking and image.
The researcher is developing a conceptual service quality framework for property management
services, hence, it is important to have a robust, comprehensive, and tailored to property management
service. Therefore, the researcher adopts most of the dimensions related to the overall property
management services; namely, cleanliness, building services, signage, security and parking to represent
the technical dimensions.
Image
Additional construct will be added to the framework as Image construct. This is because image is crucially
important for any organisation, both goods and services, because it markedly influences customers’
perceptions of the goods and services offered (Kandampully, 2002). In marketing, image is about
positioning for competitive advantage. Product position is the way the product is defined by consumers on
important attributes (Kotler and Armstrong, 2001). This involves implanting the brand’s unique benefits
and differentiation in customer’s mind. Customers are overloaded with information about products and
services. Thus, to simplify the buying process, consumers organise products into categories- they
‘position’ products, services, and companies in their minds.
Image can be an extraordinary powerful weapon due to several factors (Kandampully, 2002). Firstly, a
positive corporate image often serves as an unwritten service ‘guarantee’ in the minds of first-time
customers, providing comfort and reassurance even when there is no explicit written guarantee. Hence,
this will create customer loyalty. Secondly, unattractive image will cause customers to defer themselves of
the service. Even if a firm has superior technical and functional quality, this might be ineffective if
customers are negatively disposed to a company before they even partake of the services on offer.
In property however, positioning bases that is normally adopted is using property pricing either for
low end user, medium or high end user. This means that the price or value of a building will portray the
quality of finishes/interior of the building. The function of image is to filter the perception of service
quality (Gronross, 1998). However in regards to property, image is one of the constructs that contribute to
the perception of service quality.
Image in this term means the overall view of the inside of the four walls but exclude the image of the
outside which is the design of the building. This is because design is very subjective and furthermore
tenants occupy the building only after it has been built. Thus our concern in this study is more towards the
maintenance and management of the inside rather than the design of the building. Based on the literature
review in the previous section (Property dimensions) and the tabulation of property dimension in
Appendix 3, the research therefore will take the building aesthetic factors as a dimension for image.
Building aesthetics include the quality of main lobby, restrooms, elevator cabs/lifts, the floor common
area, and the office area.
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6.3 The Third Stage
In the third stage, the focus is on the difference between expectations and perceptions. From a marketing
perspective, gaps can represent strategic opportunities between the organisation’s desired position and its
actual position in such areas as corporate image, market segments, or product sales, the differences
between attitudes toward one product and another from one person to another or from expectations to
performance (Parasuraman et al, 1988).
Gap analysis is the study of the differences between two different systems or applications, often for
the purpose of determining how to get from one state to a new state. Gap analysis is undertaken as a
means of bridging that space. Parasuraman et al (1988) defined gap analysis as the examination of
differences in an effort to draw conclusions based on their existence.
Gap analysis is the core of the model developed by Parasuraman, Zeithaml and Berry (1985, 1988) to
measure service quality of services using an instrument called SERVQUAL. This model is based on the
disconfirmation model that measures service quality by calculating the gap between what the customers
expect and what they perceive. It is obvious that gap analysis has been used in various instances. This
research also attempts to use the approach by asking both, the tenants and the property managers about
their expectations and perceptions of their experiences. The respondents in this study will be consistent i.e.
between the property managers and tenants unlike the SERVQUAL model whereby the respondents are
not consistent throughout the gaps. However, by keeping the respondent group consistent in this study, a
different approach to gap analysis has been developed. This study’s gap analysis has built on
SERVQUAL’s technique of asking property managers to respond according to what they believe are their
tenants perceptions and expectations. Figure 4 shows the Gap analysis model between tenants and
property managers.
Parasuraman et al (1985) suggested that ‘regardless of the types of service, customers used basically
similar criteria in evaluating service quality’. Other studies, however, determined that for a gap analysis
between managers and customers to have direct practical application, it must be industry specific, since
different industries have different variables and dimensions in terms of how services are delivered and
buyers’ respective levels of satisfaction (Carman, 1990; Babakus and Boller, 1992; Cronin and Taylor,
1992). Therefore, the scope of this study will be limited to the property management of purpose built
office buildings only, focusing on property managers and tenants.
It has been noted that service quality research has been empirically studied across industries and
nationwide but not in the property management services. Thus, a study of service quality in the property
management services is needed. Towards the end, the researcher will be able to establish a service quality
instrument or PROPERTYQUAL based on the conceptual framework. The PROPERTYQUAL is a
questionnaire developed through modifying and adapting those developed by previous researchers. The
target groups for this study are the tenants as well as the property managers of purpose built office
buildings.
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7. SIGNIFICANCE OF THE STUDY
(i) The development of PROPERTYQUAL
The significance of the study is the development of an instrument, PROPERTYQUAL, to be used as an
assessment tool in determining levels of tenants’ perceptions of the service quality towards property
management of purpose built office buildings. It is hoped that through the development and testing of
PROPERTYQUAL, a more accurate and precise understanding of the evolution of quality in the property
management services can be gained. The resulting survey provides an informational tool for determining
what service provider (property management company) needs to do to develop action plans to improve the
service quality offered to their tenants.
(ii) The importance of Tenants’ Perception of service quality
Tenant is the building most important asset. It is therefore, essential to identify what tenants want and how
the products/services are meeting their needs (Kilton, 2000). Surveying tenants is the only way to see a
company through the tenant's eyes. Tenant's perception is the reality, no matter what the companies think
they are doing.
Successful property management company can no longer focuses inward on their own capabilities and
processes; property managers must understand the complex relationship they have with the tenants and cooperate with them to deliver quality services and continuously improve according to changing demands
(expectations) and technological potential. The perceived service quality measurement helps identify the
strengths of the property management company, so that it can be capitalized on and any shortcomings can
be improved upon. And by comparing these strengths and weaknesses to the competitors, the property
management company may be able to establish an advantage and able to communicate it to potential
tenants/customers (John G, 1992).
(iii) Contributions to Practice and Research
This research will add to the base of knowledge regarding the assessment of service quality and tenants’
satisfaction in property management industry in several ways. Firstly, this research intends to heighten
awareness among the property managers of the importance of measuring service quality and the tenants’
satisfaction. Malaysia lacks such empirical study. Therefore, while the proposed research represents the
first attempt of its kind in the property management services, it would provide an incremental addition to
the existing knowledge of service quality. Secondly, this study will enable property managers to select
appropriate measures of tenant satisfaction for use in obtaining data to make strategic decisions. Thirdly,
another important contribution from the present study is to add to an underdeveloped pedagogy related to
defining and measuring Service Quality and Tenants’ Satisfaction in the property management services.
An in-depth review of theoretical and methodological underpinnings the Service Quality and Tenants’
Satisfaction research is an initial step towards this contribution.
8. CONCLUSION
In order to develop a service quality instrument or PROPERTYQUAL, a conceptual framework needs to
be established. The process of developing a conceptual framework involves two stages. Firstly is the
identification of constructs to be included in the framework and secondly is the identification of
dimensions. This study has looked at the service quality models from various studies, namely Gronroos
(1982), Parasuraman et al (1985, 1988), Rust and Oliver (1993) and Brady and Cronin (2001). The
comparison from various studies can be concluded that there are at least two constructs namely construct
before and after the quality action is needed in a service quality framework. Any additional construct can
be added accordingly or can depend on the industry understudied. This study has identified Functional as
the construct before quality action and Technical as the construct after quality action.
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The identification of the dimensions involves dimensions for the Functional construct and dimensions
for Technical construct. The researcher has adopted Parasuraman et al (1988) the five service quality
dimensions to reflect the Functional construct namely, reliability, assurance, tangibles, empathy and
responsiveness. The justification for this is because (i) the five dimensions are short and comprehensive to
measure the Functional construct, (ii) this is based on empirical and statistical analysis, and (iii) it has the
SERVQUAL instrument. Technical dimensions are solely based on literature review. Five dimensions
have been chosen namely cleanliness, building services, signage, security and parking as robust and
comprehensive dimensions to cover the property management services. Additional dimension to be
included in this framework is Image construct to reflect the importance of branding and competitive
advantage of image in property industry. The focus of image in this study is on what is inside the four
walls and not the design of a building. This is due to the fact that design is very subjective and the tenants
occupy the building only after it has been built.
It is important to look at the development of service quality models and dimensions from previous
studies. A synthesis of the service quality model will give rise to important elements or constructs that
should be included in a model. In addition, a synthesis of dimensions from previous studies will give rise
to dimensions that are appropriate to a particular study i.e. property management services. The analysis is
meant to look at the holistic view of the previous studies and comprehend the elements and dimensions
used in the studies. Services are unique in nature and no two services are the same, thus each of the studies
has been tailored to a particular services or industry understudy.
In summary, the development of a conceptual framework for service quality in the property
management services is important in order to measure the gap between tenants’ and property managers’
expectations and perceptions. This is due to the fact that there is little evidence that a service quality
framework for property management services does exist. This conceptual model to a certain extent, has
identified the dimensions and constructs for property management services.
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Care Quality Assurance,
Volume 17, Number 3, pp
146-159

Quantitative
and Qualitative

11

Ding Hooi Ting

2004

Banking

The International Journal of
Bank Marketing, Volume 22,
Number 6, pp407-420

Quantitative

12

Ashroff

2005

Facilities
management

Unpublished dissertation PhD,
Universiti Sains Malaysia

Quantitative

Questionnaire:
SERVQUAL

13

Wai-Ching
Poon and Kevin
Lock-Teng Low

2005

Hospitality

Service quality and
satisfaction perceptions:
curvilinear and interaction
effect
The impact of facilities
management services towards
the satisfactions of electrical
and electronic factory
supervisors in Malaysia.
Satisfied of travellers with
Malaysian Hotels

Quantitative

Questionnaire

14

Pei Mey Lau,
Khatibi and
David Yong
Guan Fie

2005

Hospitality

International Journal
Contemporary Hospitality
management, Volume 17,
Number 3, pp217-227
The Journal of American
Academy of Business,
Cambridge, Volume 7 No 2,
September 2005

Quantitative

Questionnaire:
SERVQUAL

Service quality: a study of the
luxury hotels in Malaysia
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Questionnaire:
SERVQUAL with
added dimensions
And
Interviews
Questionnaire:
SERVQUAL

Built Environment Journal
Appendix 3: Property dimensions from various studies
DIMENSION
1

Building Services

YEAR

1995

1998

1999

2000

2002

2005

STUDIES

Birkeland & Bettini

D Leifer

BOMA

NRESC

Kingsley

RICS

√

√

√

Visual appeal
√

Overall condition

3

Cleanliness

Building Aesthetics

√

Landscaping

√

√

Emergency/Fire Safety

√

√

√

√
√

√
√

√

√

√

√

Interior Lighting

√

Interior Décor Maintenance

√

√

√

√

√

√

√

Mail boxes/area

√

Engineering services

√

Exterior Signage

√

Building Directory

√

Suite Signage

√

Office Space

√

Restrooms

√

√

Common areas (corridors, main lobby)

√

√

√

Cleaning & maintenance

4

√

√

Quality & selection of building amenities (restaurant/café, sundry shop, public phone, surau etc)

Signage

√
√

Technological amenities

2

√

Elevators Operation

HVAC

√

√

Comfort of office space

ADOPTED IN THIS STUDY

√

√

√

√

Cleanliness of building exterior

√

Cleanliness of parking area

√

Window cleanliness

√

Janitorial service - Night

√

Janitorial service - Day

√

Main lobby

√

Restrooms

√
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√

√

√
√
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5

Parking

Elevator Cabs

√

Common Floor area

√

Office space

√

Security

8

9

10

11

12

13

Office noise control

Building noise control

Thermal comfort

Air quality

Privacy

Lighting

Spatial comfort

√
√

√
√

Visitor Parking

√
√

√

√
√

Office hours

√
√

√
√

After-hours access
7

√

Employee parking

Overall parking
6

√

Noise distractions

√

Background office noise level

√

Specific office noises

√

Noise from air system

√

Noise from office lighting

√

Noise from outside the building

√

Temperature comfort

√

How cold it gets

√

Temperature shifts

√

Freshness

√

Movement

√

Ventilation comfort

√

Visual privacy at your desk

√

Voice privacy at your desk

√

Telephone privacy at your desk

√

Electrical lighting

√

How bright the lights are

√

Glare from lights

√

Furniture arrangement

√

Amount of space in workspace

√

Work storage

√

Personal Storage

√
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