
Quality Festival 2019 

ISSN 2620-2832  

 

 

 
1
  Corresponding author: Mirjana Jokanović 

 Email: mirjana.jokanovic@fpm.ues.rs.ba 

                                                       313 

 

 
Mirjana Jokanović

 1
 

Aleksandra Koprivica  

 
 

 

THE IMPACT OF THE SERVICE 

PROVIDER AND ТHE SERVICE 

RECIPIENT ON THE QUALITY OF THE 

SERVICE IN DIFFERENT SERVICE 

SYSTEMS 

 
Abstract: The goal of each service process should be an 

excellent service that satisfies the user and meets the strategic 

goals of the company. It is usually the result of careful design 

and delivery of a whole set of interconnected processes, 

subprocesses, operations, or activities. 

When it comes to processes, it's not just about the part where 

the user receives the service. Service providers consistently 

meet customer expectations, manage the chain of processes 

from the beginning to the end, whose last link is providing 

service to the user. 

In this paper, a systematic overview of literature was given, 

where, as the criteria, when selecting papers from the field 

that was the subject of research, were: time distance, i.e. the 

papers in the past five years have been analyzed, as well as 

the main actors in the service process and their impact on the 

level of quality of the service provided - the provider and the 

recipient of the service. 
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1. Introduction  
 

The product represents the way in which the 

company aligns its capabilities, on the one 

hand, with the needs, demands and 

expectations of users, on the other hand, 

because in fact, the user's needs do not exist 

because of the product, but the product exists 

because of user needs. 

Under the product, everything that can be 

sold is implied, whether it's goods, services, 

ideas, or any combination of those terms. It 

is precisely on the basis of the previous 

division that all enterprises can be classified 

into production (those that are oriented 

towards the production of goods) and service 

(those that provide services).  

The service is understood as any action or 

performance that one party can offer to 

another and is result from the application of 

human and mechanical efforts to persons and 

objects.  

 

2. Services and service processes 
 

Some of the major differences between 

goods and services are given in the following 

table 1. 

A good service process ensures that the 

service is provided consistently. The 

designed service is provided by the 

prescribed procedures that will follow in 
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providing the service. The procedures define  

how other necessary resources will be used 

(equipment, material, etc.) in order to 

provide the desired service [2]. 

Table 1. Differences between goods and 

services [1] 

GOODS SERVICES 

Tensile.  Incompatible. 

Production companies.  
Service companies - 

organizations. 

Time gap between 

production and use.  

 

Simultaneous 

provision and  

consumption. 

The place of origin of 

goods is usually 

physically distant from 

the consumer.  

A means of 

providing a service 

close to the 

consumer. 

The possibility of a high 

degree of automation of 

the production process. 

It requires a 

significant share of 

manual and 

thoughtful work. 

Accurately defined 

procedures for 

measuring qualitative 

characteristics. 

Determining 

qualitative 

characteristics is 

quite difficult. 

Quality is not in the 

function of an 

individual who 

produces goods. 

The quality of 

service provision 

depends to a large 

extent on the service 

provider. 

Output is precisely 

defined. 

The result of 

providing a service 

is difficult to 

quantify. 

Value remains 

preserved for a longer 

period of time. 

Value changes 

rapidly, most often 

decreases. 

Mass.  Unique. 

No direct contact 

between consumers and 

the manufacturer. 

Direct contact 

between the service 

provider and the 

consumer is 

necessary. 

 

The goal of each service process should be 

an excellent service that satisfies the user 

and meets the strategic goals of the 

company. Usually represents the result of 

careful design and delivery of a whole set of 

interconnected processes, subprocesses, 

operations, or activities [2]. 

When it comes to processes, it's not just 

about the part where the user receives the 

service. Service providers consistently meet 

customer expectations, manage the chain of 

processes from the beginning to the end, 

whose last link is providing service to the 

user. Also, it is important to emphasize that 

services often fail because they are not 

adequately designed and executed [2]. A 

simplified service process is shown in Figure 

2. 

 
Figure 1. Simplified service process [2] 

 

3. Overview of the research in the 

field of the service systems 
 

This chapter is based on the analysis of 

scientific papers, authors who have been 

studying the field of service systems, with an 

accent on the quality of these. 

The word quality comes from the Latin word 

qualitas, which means property, character, 

virtue, value. It is a concept of a broad 

meaning, which itself pertains to something 

good and is one of the most important 

characteristics of the product [2]. 

There are different perceptions of quality by 

customers and manufacturers. It is important 

for the buyer that the product meets his 

wishes and it can, of course, be said to be 

subjective, and aims to achieve satisfaction 

of the product, when used or consumed. 

On the other hand, the quality of the 

manufacturer means that the product is made 

according to specifications, that is, according 

to the project documentation. 

In doing so, it is important to note the 
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demands of buyers and producers, where 

customers want to get as good quality as 

possible for as little as possible money, 

while manufacturers seek to maximize 

production costs, to achieve the desired 

quality. 

In his work, the authors Mladen Knežević et 

al. (2015) engaged in research aimed at 

demonstrating whether there is a correlation 

between the physical appearance of visitors 

and beneficiaries of hotel and social service 

centers and the quality of services provided 

to employees by the previous ones. The 

survey shows that there is indeed a positive 

correlation between the physical appearance 

of the hotel visitors and their satisfaction 

with the quality of services received. On the 

other hand, within the group of social 

workers and their clients, there was no 

correlation between the client's physical 

appearance and satisfaction with the service 

provided. 

In their research, Bekir Bora Dedeoglu and 

Halil Demirer (2015) point out that 

employees generally consider that the quality 

of their services is higher than the clients 

think, where they analyzed the roles of the 

stakeholders in the organization, customers, 

managers and employees, as well as their 

impact on the quality of the service 

provided. Authors emphasize that if 

customers are satisfied with the quality of 

the services provided, they will choose that 

organization again, and also with positive 

comments will promote the organization to 

the general public, which is certainly one of 

the benefits for service providers. 

Juan de Onja and Rosio de Onja (2014), in 

their research, related to the quality of public 

transport services, summarized the evolution 

of research and thinking at that time, in 

relation to different methodological 

approaches, to evaluate the quality of service 

in public transport over the years. In their 

work they outline the basic characteristics of 

the quality of services in the transport sector: 

the complexity of the concept of quality, 

attributes of service quality, nature of data, 

and surveys, as well as the methods used for 

modeling, when analyzing quality. 

The quality of service and productivity in the 

airline industry in the US countries, is a title 

of the survey, conducted by Kanghwa Choi 

et al. (2013). The authors believe that, 

although there were short-term compromises 

between service quality and productivity, in 

the long run, the focus on quality of services 

can help improve customer satisfaction, 

thereby improving productivity of services 

and overall organizational performance. 

The quality of services and training of the 

topic was dealt with by Rahib Lohan Dhar 

(2014). The paper showed that there is a 

strong link between employee training and 

the quality of service provided. It has also 

been shown that commitment was a great 

mediator between the two aforementioned 

terms. The paper emphasized that tourist 

hotels, which operate as small and medium 

enterprises, have to be trained to improve 

their performance. The author said that, if 

the company wants to achieve a viable 

competitive advantage, it is important to 

implement sustainable employee 

development practices through the 

acquisition of new skills and upgrading, 

which is considered the most effective way 

to improve efficiency in the SME sector. 

Relations between the satisfaction of rail 

passengers and the efficiency of service 

quality, with emphasis on the identification 

of key factors of services, is the name of the 

work of the authors Laura Eboli and 

Gabriele Mazule (2014). After the research 

was carried out, the authors found that macro 

factors in terms of information, cleanliness 

and services have the highest positive effect 

on the overall quality of service. 

Domestic, in relation to foreign service 

providers, with an emphasis on the impact of 

the cost, time and quality of the victim on 

the choice of consumers, is the research 

which was done by Andrej M. Forman et al. 

(2015). The results support the idea that 

while consumers significantly prefer 
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domestic, rather than foreign service 

providers, providers are not willing to accept 

a monetary or time-sacrifice to allow them 

access. In conclusion, the authors emphasize 

that, on an equal footing, consumers tend to 

be "service ethnocentric". 

Role of fairness of service in quality of 

service - quality of relationships - customer 

loyalty chain, is the title of the paper, 

authored by Apostolos Đovanis et al. (2015). 

This research is corroborated by some earlier 

research that asserts that fairness and quality 

of service are determinants of service user 

ratings and they, to a large extent, determine 

the quality of relationships between service 

providers and clients. In conclusion, the 

authors state that clients who experience a 

higher level of quality of service and feel 

that they have been treated in a fair way by 

the service provider are likely to develop a 

better relationship with the service provider 

and remain loyal to the organization. 

Racial disorder and emotional work are areas 

of research that were studied by Allysia S. 

Grandi et al. (2018). Service providers, who 

are black skin color, are considered less 

attractive than those who have a white skin 

color. The authors believe that black-and-

white racial disorder is due to mismatch of 

interest, racial stereotypes, and that more 

emotional work is needed in order to reduce 

this coincidence. A study conducted in the 

study confirmed that the warmth and 

occupation of people is lower in black 

people than in white service providers. 

Public service agencies and their impact, 

lessons on theory, politics and practice were 

explored by Jennifer E. Mosley and Steven 

Ratgeb Smith (2018). In conclusion, the 

authors point out that, in terms of people, it 

is necessary to know more about how the 

impacts affect four specific and specific 

groups: service users, larger marginalized 

communities in which they are embedded, an 

increasingly insecure human workforce, and 

the services to people. They also say that it is 

necessary to increase knowledge about how 

the impact on influence affects the structural 

conditions that trigger inequality and needs. 

Lejla Aga Kasiri et al. (2017) studied the 

integration of standardization and adaptation, 

ie their impact on service quality, customer 

satisfaction and loyalty. The study was 

conducted in Malaysia, analyzing the 

experiences and perceptions of consumers in 

three service organizations: catering (hotel), 

health care (hospital) and education 

(university). The research shows that 

integration of standardization and adaptation 

is crucial if the quality of the service has to 

be improved, then standardization has a 

greater impact on the quality of service than 

adjustment, that functional quality has a 

greater impact on customer satisfaction when 

comparing it with technical quality and that 

user satisfaction significant impact on 

consumer loyalty. 

Hana Medler-Liraz and Tali Seger-Gutman 

(2015) investigated the relationship between 

strategies of emotional work, the hospitality 

of the service provider and the quality of 

service. The paper suggests that emotional 

work strategies differently reflect on 

negative emotions provided by service 

providers during interaction. Showing hostile 

emotions by service providers is expected to 

affect perceptions of consumers about the 

quality of service. On the other hand, the 

hostile relationship, by the service provider, 

was negatively linked to the customer's 

quality assessment. 

The complex role of complexity and the 

answer to the question of how service 

providers can reduce the negative impact on 

the perception of the complexity of the 

service when the sale of professional 

services was requested by Sven Mikolon et 

al. (2015). The results of the survey show 

that the ability of service providers to adapt 

to the specific nature of the meeting helps 

users to preserve cognitive capacity. This 

study highlights the role of perceived 

complexity of services and determines the 

importance of clients' cognitive abilities. 

The effect of service providers on 
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competitive market positions among fixed-

price customers is the name of the work of 

authors Sabine Moser et al. (2018). The 

authors believe that fixed prices have a 

negative effect on users' loyalty, where they 

believe managers should manage users who 

proactively show high fixed biases, offering 

them to switch to tariffs where they pay 

depending on usage or maybe offer them 

more expensive lump-sum offerings. 

Authors Evangelos L. Somas and Carmen 

Jaca (2016) investigated the impact of total 

quality management, more precisely its 

factors, on the performance of service 

companies. According to the research, the 

factors that describe the implementation of 

total quality management in service 

companies are concerned with the quality of 

top management, quality management of 

employees, management process, knowledge 

and education of employees, and focus on 

users. 

Explanation of the intermediary role of the 

quality of services between the persons who 

deal with quality management and students' 

satisfaction in higher education institutions: 

management perception, the topic dealt with 

by Ehsan Sadeh and Mansur Garkaz (2015). 

As the authors state, students are truly 

genuine users of services in higher education 

institutions, especially in private, where they 

pay a certain amount of money for their 

service. 

The method based on the so-called. fuzzy 

SERVQUAL, based on the assessment of the 

quality of services in the hotel industry, is 

the title of the work of Stefano, N. M. etc. 

(2015). The survey shows that the services 

have a lot of gaps to be filled in, that is, 

defects that need to be addressed. Also, it is 

evident that the perceived quality of the 

service provided is in many segments lower 

than the expected quality of the service. The 

study showed that it is particularly important 

for service companies to monitor the quality 

of meeting customer needs and 

requirements, creating competitive 

advantages. 

Luyun Su et al. (2015) explored Chinese 

tourism, where emphasis was placed on the 

effects of perceived quality of services on 

the intentions of shopping and the subjective 

well-being of Chinese tourists. Authors 

emphasize that the process of creating 

stronger relationships with customers can 

begin by collecting and tracking buying 

information, and using them to offer some 

financial incentives. The above stated, of 

course, strictly does not imply lower prices, 

but e.g. rewards customers for higher 

purchases or the introduction or 

implementation of some loyalty programs. 

The relationship between the quality of 

service, satisfaction, trust, value, 

commitment and loyalty of Internet service 

users is a matter that was discussed by the 

authors Paramaport Taichon and Tu Nian 

Kwach (2015). The results of the survey 

show that the quality of the service is closely 

linked to the trust of clients. It suggests that 

if service providers provide a high level of 

overall quality of service, users will show 

confidence to that particular provider and 

believe that the company is authentic. Also, 

the overall quality of the service is a 

significant factor of consumer commitment. 

The strategic framework of fitness clubs, 

based on quality dimensions, was studied by 

Elsa Regina Monteiro Vieira and Hoa Hose 

Fereira (2017). The results of the survey 

show that competencies, capacities, basic 

and complementary services are key factors 

in the strategy of fitness clubs. The authors 

emphasize that most fitness clubs, which are 

taken into consideration during the research, 

attaches great importance to all the above 

mentioned key factors, regardless of the 

price and variety of services they provide to 

clients. The strategic framework shows that 

fitness clubs generally do not have a defined 

strategy, nor do they adapt the quality of 

service to sales prices. 

The suggestions and consequences of 

employees' commitment to service systems, 

related to the quality of service, were studied 

by Eise Banu Elmadag et al. (2016). The 
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results of the research show that managerial 

teaching has the strongest impact on the 

commitment of employees, ie service 

providers, quality of service, and that 

employee commitment improves job-related 

outcomes. The authors suggest that more 

attention needs to be paid to educating and 

improving supervisors and managers, in 

order to better manage their employees, and 

to more effectively teach them how to do 

their best work. 

The influence of the real failure of the 

service provider to satisfy the aggregator, a 

theme taught by Svagato Čaterje (2017). The 

results show that people believe that the 

failure of service providers is the 

responsibility of the organization. Also, if 

serious efforts are made to tackle failures, 

the expectations of consumers are likely to 

be reversed. 

The contribution of products and the quality 

of service providers to the quality of the 

mobile phone industry was studied by 

Rebecca A. Scott and so on. (2017). The 

results of the research show that the 

organization will benefit greatly if the 

quality of managerial practice is dedicated, 

which is based on the product and factors of 

the service provider. 

The assessment of the quality parameters of 

hospital services, from the perspective of 

patients, doctors and employees, is the name 

of the work of the authors, Ajvindera Sing 

and others. (2018). Providing an effective 

hospital service and understanding 

perceptions of all stakeholders, patients, 

doctors and employees has become a key 

parameter for the success of each health 

center, authors point out. The satisfaction of 

patients requires better synchronization of 

what patients expect and what management 

provides. Expectedly, the results show that 

there is a big difference between the 

perception of the quality of the provider and 

the recipient of services. Health 

organizations must keep in mind that the 

survival and profitability of the centers is 

largely dependent on their ability to conquer 

and attract new patients, the authors point 

out. 

 

4. Conclusion 
 

As we can see, based on analyzed scientific 

papers, in the field of service systems, 

health, education, transport, tourism, hotel 

industry, etc. the quality of the service 

provided depends on a number of factors, 

and in particular from the service provider 

itself. Certainly, the quality of the service 

provider has many indicators that directly or 

indirectly affect him, and who can, with 

lesser or greater success, be controlled. 

Commitment, emotional work, skills, 

knowledge and abilities are just some of the 

factors of service providers that can lead to 

consumer satisfaction with service and to 

their loyalty and trust, which results in the 

achievement of company goals. 

The management of the company needs to 

work constantly on the development and 

improvement of its services, putting 

emphasis on their quality, where real and 

objectively looking at the situation in the 

organization, to spot the shortcomings and 

weaknesses, and to solve them in the best 

possible way and turn them into the forces, 

because as Michael Jordan said: "My attitude 

is that if you push me with something you 

think is weak, I will turn that anticipated 

weakness into a force!" 
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