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Abstract 
This paper aims to analyse the relationship between job satisfaction, transfer of training, 
perceived organizational support and service quality. Focusing on the factors that influence 
service quality of employees, the research was set in the context of Malaysian local municipal 
council. The respondents consisted of specific target departments, divisions and units in a 
local municipal council which directly provides services to the public in Johor, Malaysia. A 
quantitative cross sectional survey method was adopted, coupled with factor analysis and 
multiple regression analysis to analyse the collected data. The findings of this study revealed 
that job satisfaction and transfer of training were positively and significantly related to 
consumer purchasing behaviour. Further, job satisfaction was found to be the strongest 
predictor of service quality of employees. The findings of this research facilitate organization 
to identify the appropriate employee’s factor to be capitalized on and subsequently improved 
customer satisfaction through high quality of services.  
Keywords: Job Satisfaction, Transfer Of Training, Perceived Organizational Support, Service 
Quality. 
 
Introduction 
Service quality has been considered vital for service organization, either public or private. 
Private sector has adopted this principle much faster compared to public sector due to their 
primary objective is to maximize profit (Arawati, 2007). However, public services especially 
local government, realizing the pressures of daunting tasks in providing excellent service and 
maintaining public satisfaction, has lead their effort to improve quality services continuously 
(Safiek et al., 2011). Service quality is among the dimensions of local government 
performance apart from effectiveness, financial growth and customer satisfaction. Service 
quality is an indicator that measure efficiency and effectiveness of the services deliver to the 
stakeholders. Local government’s roles and responsibilities were governed under The Local 
Government Act of 1976, which includes providing and maintaining public services such as 
urban infrastructure, waste management, town planning, public health, building control and 
social economic development. Numerous previous studies have indicated that there are some 
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factors that have been recognized as antecedents which influence service quality. Those 
factors can be categorized into three variables namely customer, employee and organization 
(Ilhaamie et al, 2013). Customer factor is the demographic factors that are able to influence 
service quality such as age, gender, working hours, educational level and marital status. These 
factors affect their perception on service quality. Employee’s attitude and behaviour like job 
satisfaction, employee commitment and citizenship behaviour are among the factors that can 
influence service quality (Ilhaamie et al, 2013). A study by Malhotra and Mukherjee (2004) 
has indicated that service quality can be influenced by commitment and job satisfaction. 
Meanwhile, among the variables that are related to service quality includes organization 
support, quality programs, service climate and quality culture. Nevertheless, many studies 
have been conducted previously were focusing on receiver’s perspective (customer) whereby 
only a few studies focusing on employee’s perspective. Although customer satisfaction is 
always the vital aspect in ensuring organization success, employees of the organization are 
equally important in achieving better service quality (Wan Zahari et al., 2010). It has been 
noted that there were lots of attention had been emphasized on service quality application 
particularly in the Malaysian public service sector. However, specific study on local 
government service quality needs to be investigated based on the environmental and 
demographical differences among the administrative areas of each local government. Thus, 
based on the above established concepts, a model that links several elements of employee’s 
factors with service quality was introduced. Quantitative approach was used to test the model 
and determine which factor has significance influence towards employee’s service quality.  
 
Service Quality 
Service quality is commonly defined as an organization capability to fulfil or meet above 
customer expectations (Safiek et al., 2011). It is between the gap of customer expectations 
on the service and their perception of the way the service being delivered (Zeithaml et al., 
1990). In the public sector perspective, Ahmad Sarji (1991) defined service quality as 
delivering job duties that provides satisfaction to the public who are the customers to 
government agency or department. Rowley (1998) defined public sector service quality as 
customer evaluation on particular entity and its overall excellence. Government in most 
countries has prioritized service quality as its main focus owing to society demand and 
taxpayers’ expectation on high quality of public services (Wan Yusoff et al., 2008). 
Parasuraman et al., (1985) established a service quality conceptual model (SERVQUAL) which 
is also known as Gaps Model. The model was developed to clarify how gaps in service 
providers’ intra-organizational performance led to the gap between customer expectations 
and perceptions of the service they receive. SERVQUAL is the most often used model to gauge 
service quality by using the basis of service quality dimensions (reliability, tangibles, 
responsiveness, assurance and empathy). It was widely being recognized and applied in 
different contexts. Parasuraman et al., (1985) summarize that, generally, there were five gaps 
had been identified which are Gap 1: Understanding; this is the difference between actual 
customer expectation and organization perception towards customer expectation. This gap 
occurs primarily due to inability of organization to deliver quality services to customer, service 
features need by customers and the required level of service performance. Gap 2: Design; this 
is the difference between organization expectation on customer perception and service 
quality specification. This gap occurs due to management emphasis on other objectives such 
as cost reduction, short-term gain and take a quality-based approach rather than a consumer 
approach. Gap 3: Service; this is the difference between service quality specification and the 
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actual service delivery. This gap occurs basically due to the difficulty of following standards or 
specifications to maintain the service quality. This gap can be referred to as service 
performance gap where service provider does not perform up to the standard set by the 
organization. This gap appears when employees unable to achieve and perform service 
function at the desired level owing to problems in control system and role conflict. Gap 4: 
Communication; this is the difference between service delivery and external communication 
about the service to customers. Communication medium may affect the customer’s 
expectations through promises of more than what they can deliver. Customer’s quality 
impression will be lower when the promise is not met. Most organizations are too fond of 
pledging more of their capabilities due to increased competition in the service sector. Gap 5 
is the difference between expectations of service to service perceptions. This gap occurs when 
customers are responding to actual service performance in the context of what actually they 
are expecting. It is the additional size and direction of each gap where it relies upon the nature 
of the gap correlated with delivery of service quality and service providers. SERVQUAL model 
is usually being used to measure service quality in the context of customer. Therefore, since 
the main focal point of this study is all about employee’s dimension, therefore, only Gap 3 will 
only be considered in this study. Further examination on this gap is purposely to identify 
critical importance of service providers. Since the service of organization is performed or 
delivered by employees, fundamental reasons that lead to the occurrence of Gap 3 is derived 
from human resources issues. According to Zeithaml and Bitner (2000), the importance of 
service providers, front-line employees and office employees are equally vital as they will be 
evaluated by the customers to determine the success of the organization. Hence, in pursuit 
of service providers to achieve desirable standard of service quality and perform it 
continuously, identifying factors that can close the gap is vital. Therefore, based on the above 
explanation, there is a need to examine the influence of employee’s factors towards service 
quality.  
 
Job Satisfaction 
There is a strong indication that job satisfaction can influence customer’s satisfaction 
(Zeithaml and Bitner, 2000). Job satisfaction is a part of human resource issues that has been 
found to be a precursor of customer-oriented behaviour (Hoffman and Ingram, 1992). 
Zeithaml et al., (1990) argued that quality service will not be able to deliver if the employees 
are not suited to their jobs. Locke (1976) defined job satisfaction as a pleasurable of positive 
emotional state, resulting from the appraisal of one’s job experience. Job satisfaction is 
among the most researched scope within the management studies (Snipes et al., 2005). There 
is a commitment for service organizations to concern about job satisfaction (Berry, 1981). Job 
satisfaction is akin to employee’s feelings towards their works. It is also an overall work 
evaluation for an organization. Job satisfaction can be a tool that could lead to a change of 
internal environment in terms of employee performance, service quality and customer 
service improvement. Job satisfaction is essential to attain quality and accountability of an 
organization (Kusku, 2003). Human relations and job enrichment are among the factors that 
could stimulate job satisfaction, as well as quality of administration such as work environment 
(Trivellaset et al., 2009). A model suggested by Schlesinger and Heskett (1991) to examine the 
relationship between job satisfaction and service quality proposed that job satisfaction leads 
to employee performance, which subsequently leads to customer satisfaction, loyalty and 
improving financial performance. Job satisfaction has also been tested in other contexts and 
it produced positive relationship with service quality in several service industries such as 
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education, banking and hotels (Yoon et al., 2001, Hartline & Ferrell, 1996, Snipes et al., 2005). 
It is suggested that the effect on customers’ perceived service quality from employee 
empowerment and job satisfaction is jointly considered an employee-customer relationship 
within the restaurant industry. The study was conducted based on the model established by 
Brady and Cronin (2001). It used performance-only index as measurement instead of widely 
use conceptualization of SERVQUAL model. The results suggested that there is a significant 
relationship between empowerment and job satisfaction with service quality. Hence, based 
on the above rational explanation, it is hypothesized that: 
 
H1: There is a significant relationship between job satisfaction and service quality. 
 
Transfer of Training 
Training is defined as a planned and systematic effort to provide and enhance employee’s 
knowledge, skills and attitudes related to their job (Blanchard and Thacker, 2010). However, 
when knowledge, skills and attitudes gained from training were applied consistently, it is 
referred to as transfer of training (Blume et al., 2010). Transfer of training is considered 
effective where an employee can transfer and apply what they have learnt consistently and 
obtained new benefits. Investing more in employee’s training and development is able to 
increase employee’s productivity and loyalty (Tsui et al., 1997). Trainings involved in service-
oriented problem-solving and interpersonal skills help employees deliver excellent service to 
the customers. A study of Armistead and Kiely (2003) suggested that employees who were 
trained effectively, tend to deliver excellent services and significantly raise the customer 
service level and perception of service quality. Usha et al. (2010) suggested that training 
inputs help employees remove deficiencies and enhance their capabilities that are essential 
for organizations in the future. One of the critical determinants for service quality 
improvement is to build positive perception through the development of suitable 
competencies and skills of employees (Chung and Schneider, 2002). In order to achieve 
superior service quality, appropriate training should be designed to produce job 
competences. However, without proper transfer of training, service quality might not reach 
its desired level. It is suggested that with proper transfer of training, it can aid employees to 
fulfil service quality dimensions such as reliability, responsiveness, assurance and empathy. 
Further, it was found that transfer of training and service quality associates and relates 
positively. The existence of the relationship is due to the understanding and abilities gained 
from training which enable them to perform their job well. Therefore, based on the above 
discussion, it is hypothesized that: 
 
H2: There is a significant relationship between transfer of training and service quality.  
 
Perceived Organizational Support 
Perceived organizational support (POS) is defined as the perception level of employees with 
regard to their organizational recognition towards their contribution and cares for their well-
being (Eisenberger et al., 1986, Rhoades and Eisenberger, 2002). Previous studies indicate 
that when employee feels their employer (organization) values their contribution and cares 
about their well-being, they are inclined to perform well and beyond the specified job 
requirements (Lavelle et al., 2009). Therefore, perceived organizational support is expected 
to inspire employees to put higher commitment in delivering service quality. There are several 
underlying psychological processes and consequences from POS. According to a study of 
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Rhoades and Eisenberger (2002), in the context of reciprocity norm, POS tends to create a felt 
obligation to care for organization’s welfare and assist organization in achieve its objectives. 
POS regularly involves caring, approval and respect to fulfil socio emotional needs which lead 
employees to incorporate organizational membership and role status into their social 
identity. Furthermore, when sufficient POS is practiced, it will help to strengthen employee’s 
acceptance of which organization values and recognizes such as performance-reward 
expectancies. Hence, these processes would yield favourable return for both employees and 
organizations which subsequently better the quality of services. In effort to enhance quality 
of services, it requires synergy between organization and employees. Service quality 
deteriorates when employees are reluctant or not able to deliver in accordance with the 
required standard of services (Zeithaml et al., 1990). Therefore, POS has to be well in place to 
drive better service delivery. For instance, organizations that show full support towards 
activities related to customer service, are prone to achieve service quality because they 
emphasizes monitoring and evaluating customer complaint (Saraph et al., 1989). These 
activities allow organization to gather latest inputs of their service performance. It will further 
initiate organization to find initiatives to achieve desirable service quality. When an 
organization emphasizes on fulfilling customer needs and expectations, it will drive the 
employees to display excellent services with the enhancement of training, recognition and 
reward. Employees will be more encouraged to perform better if their perceived 
organizational support is high. Based on the above the discussion, it is hypothesized that: 
 
H3: There is a significant relationship between POS and service quality.  
 
Methodology 
Participants 
This study was conducted in a selected local municipal council in Malaysia. A total of 145 
respondents participated in this study. From the responses received, 91 were male 
respondents and 54 were female. Majority of the respondents were aged between 26-35 
years (67) constitute 46.2% of the respondents. Respondents aged between 18-25 years old 
were 27, 26 respondents were aged 46-60 years old and there were 25 respondents aged 
between 36-45 years old. In terms of years of experience, 33.1% of the respondents were 
having 6-10 years’ experience, 26.9% with 11-15 years of experience, 20.7% were in the 
category of 3-5 years of experience and 19.3% of the respondents were having 1-2 years of 
experience. 
  
Method and Instruments 
This study employed quantitative method with cluster sampling technique. The measures of 
service quality were adapted from Zumrah (2013). Measures for job satisfaction, transfer of 
training and perceived organizational support were adapted from Irene et al., (2005), Xiao 
(1996) and Eisenberger et al., (1986). Likert scale was used to measure the level of agreement 
for job satisfaction, transfer of training and perceived organizational support and service 
quality. The scale was anchored by 1 (Strongly disagree), 2 (Disagree), 3 (Neither agree nor 
disagree), 4 (Agree) and 5 (Strongly agree).   
 
Data Analysis 
Data analysis in the present study was conducted by using Statistical Package for Social 
Science (SPSS). Factor analysis was selected to test the validity of the variables and to assess 
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how well the measures represent the concept being measured (Sekaran and Bougie, 2010). 
Separately, correlation analysis and multiple regression analysis was used to examine the 
relationship between job satisfaction, transfer of training, perceived organizational support 
and service quality. 
 
Results 
Factor Analysis 
The independent and dependent variables were validated using factor analysis. Table 1 
depicts the results of Kaiser-Meyer-Olkin (KMO) and Bartlett’s Test for the study variables. 
The values of Kaiser-Meyer-Olkin for Measuring of Sampling Adequacy (KMO/MSA) were 
0.869 and 0.922 for the independent variables and dependent variable. According to 
Hutcheson and Sofroniou (1999), values of KMO/MSA between 0.8 and 0.9 are great for factor 
analysis. The Bartlett’s Test of Sphericity was statistically significant at the 0.000 level, thus 
supported the factorability of the correlation matrix. The principal component analysis (PCA) 
with varimax rotation extracted three (3) components from the independent variables after 
cross loadings were deleted and factor loading of 0.35 and below were discarded. The rotated 
factors captured a total of 76.08% of the variance in which component 1 contributes 52.14%, 
followed by component 2 at 12.71%, and component 3 at 11.23%. Drawing on the factor 
analysis results (see Table 2), items that loaded on component 1 (4 items) were labelled as 
perceived organizational support, component 2 (4 items) was named transfer of training and 
component 3 (3 items) were classified as job satisfaction. Table 3 shows a scale factor of 
service quality that consists of 9 items. The principal component analysis (PCA) extracted 9 
items that captured a total variance of 69.70% with an Eigenvalue of 6.273. The values of 
factor loading for service quality were in the range of 0.770 to 0.880, whereas there is none 
of the items were discarded due to cross loading. All the 9 items were loaded on a single 
factor.   
 
Table 1 
Kaiser-Meyer-Olkin (KMO) and Bartlett’s Test for Study Variables 

Factorability Assessment Independent 
Variables 

Dependent Variable 
(Service Quality) 

Kaiser-Meyer-Olkin (KMO) 
Measure of Sampling 
Adequacy. 

0.869 0.922 

Bartlett’s Test of Sphericity 
Approx. Chi-Square 

1052.976 1080.416 

df 55 36 
Sig. .000 .000 
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Table 2 
Factor Analysis for the Independent Variables 

Rotated Component Matrix 

 Component 
 1 2 3 

JS2   .804 
JS3   .862 
JS9   .682 
TT2  .856  
TT3  .847  
TT5  .745  
TT6  .779  
PS4 .857   
PS5 .813   
PS7 .867   
PS8 .850   

Eigenvalue 5.736 1.398 1.235 
Common Variance (%) 52.14 12.71 11.23 
Cumulative (%) 52.14 64.85 76.08 
Cronbach’s Alpha 0.924 0.882 0.776 

 
Table 3 
Factor Analysis for Service Quality 

Rotated Component Matrix 

 Component 
 1 

SQ1 .868 
SQ2 .825 
SQ3 .842 
SQ4 .853 
SQ5 .770 
SQ6 .880 
SQ7 .868 
SQ8 .844 
SQ9 .755 

Eigenvalue 6.273 
Common Variance (%) 69.70 
Cumulative (%) 69.70 
Cronbach’s Alpha 0.945 

 
Reliability Test 
The reliability test results of the independent variables and dependent variable were 
indicated in Table 2 and Table 3 respectively. The reliability coefficient (Cronbach’s Alpha) for 
the independent variables namely job satisfaction, transfer of training and perceived 
organizational support was rated 0.776, 0.882 and 0.924 respectively. Cronbach’s Alpha for 
the dependent variable, service quality was 0.945. All the measures were deemed reliable 
and consistent throughout the study as the reliability coefficients have exceeded the 
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minimum value of 0.7 as suggested by George and Mallery (2003). These statistical results 
confirmed the reliability of measurement scales used for this study. 
 
Correlational Analysis 
Pearson correlation analysis was employed to examine the correlation between service 
quality and the independent variables namely job satisfaction, transfer of training and 
perceived organizational support respectively. The results in Table 4 were indicating 
correlations between the dependent variable and independent variables. The results showed 
that job satisfaction has the strongest correlation with service quality among the four 
variables (r=0.602, p<0.01) and both transfer of training (r=0.532, p<0.01) and perceived 
organizational support (r=0.450, p<0.01) were moderately correlated with service quality.  
 
Table 4 
Correlation between the Study Variables 

 
Job Satisfaction 

Transfer of 
Training 

POS Service Quality 

Job Satisfaction 1    

Transfer of Training .485** 1   

POS .495** .551** 1  

Service Quality .602** .532** .450** 1 

**Correlation is significant at the 0.01 level (2-tailed). 
 
Regression Analysis 
Table 5 shows the results of Multiple Regression Analysis among the independent variables 
and service quality. The analysis shows that 44.2% (R2=0.442) of the variance of service quality 
can be explained by the three independent variables of job satisfaction, transfer of training 
and perceived organizational support. The analysis shows that job satisfaction has a 
significant positive relationship with service quality (β=0.424, p<0.05). Therefore, H1 was 
accepted. Next, it was found that transfer of training (β=0.279, p<0.05) has a significant 
positive relationship with service quality. Hence, H2 was also accepted. On the other hand, it 
was discovered that perceived organizational support was not associated with service quality 
(β=0.086, p>0.05). Thus, H3 was rejected. The regression results of the present study 
indicated that job satisfaction contributed more towards service quality with a standardized 
coefficient of β=0.424 if we compare with transfer of training. Therefore, job satisfaction 
serves as the most influential factor of service quality. 
 
Table 5 
Multiple Regression Analysis among Independent Variables and Service Quality 

Model Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. Collinearity Statistics 

  B Std. 
Error 

Beta   Tolerance VIF 

1 (Constant) 1.666 .250  6.671 .000   
JSCOM .373 .067 .424 5.597 .000 .690 1.449 
TTCOM .216 .061 .279 3.542 .001 .637 1.570 
PSCOM .058 .053 .086 1.089 .278 .628 1.592 
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Discussion 
The study provides greater understanding on the factors influencing service quality in a local 
municipal council in Malaysia. Job satisfaction was found to be significantly related to service 
quality in this study. The significant relationship between job satisfaction and service quality 
has been empirically proven by various studies (e.g., Kusku, 2003; Schlesinger and Heskett, 
1991; Malhotra and Mukherjee, 2004; Yoon et al., 2001; Hartline and Ferrel, 1996; Snipes et 
al., 2005). Nevertheless, understanding of those numerous studies was limited to the context 
of private sector and service organizations that are profit-oriented such as banks, restaurants 
and call centers. In addition, previous studies also specifically gauged service quality from the 
context of external customers. Interestingly, this study extends the discussion by investigating 
relationship of job satisfaction on service quality in the public sector which providing services 
to the public with internal employees as participants to measure service quality. Next, this 
study reveals that there is a significant relationship between transfers of training and service 
quality. This particular finding highlights the significance of transfer of training in influencing 
service quality. This finding is consistent with a study of Zumrah (2013) where it was reported 
that there is a positive link between training transfer and service quality in the Malaysian 
public sector. Training is essential for employees to improve self and organization, but 
transfer of training is much more vital to ensure whatever benefits gained from the training 
were applied at the workplace accordingly. The finding of the relationship between transfer 
of training and service quality also helps to clarify ambiguity in the literature (Chand and 
Katou, 2007). On the other hand, it was found that in this study that perceived organizational 
support was not associated with service quality (β=0.086, p>0.05). As the result of this study 
did not support the earlier hypothesis, it is in contrary with the past research findings (Bell & 
Menguc, 2002) which stated there is a positive and significant link between perceived 
organizational support and service quality. One possible explanation with regard to the 
relationship between these two variables is that perceived organizational support might tend 
to influence behavior of the employees and positive development of work attitude instead of 
service quality. Employees who perceived strong support from organization may strengthen 
their management-employee relationship which leads them to feel comfortable with the 
workplace environment, but it may or may not stimulate them to improve their work 
performance such as service quality. Conversely, the insignificant relationship between 
perceived job satisfaction and service quality possibly means that it might be other factors 
that may mediate the relationship between those two variables. For instance, the role of 
organizational citizenship behavior may possess mediating role between perceived 
organizational support and service quality. It was found that through employee organizational 
citizenship behavior, it has significant effect on employee’s performance such as service 
quality (Chiang and Hsieh, 2012). When there is strong support from the organization, 
together with voluntary commitment from employees, service quality can be achieved 
accordingly.  
 
Limitations and Future Research 
This research was conducted under certain limitations that have to be taken into 
consideration. Although this study provides empirical results, the data gathered were 
collected at one point of a time due to time limitation. This study was conducted by using 
quantitative approach whereby questionnaire survey was being used as a method to collect 
data. Therefore, future study may contemplate to go deeper into their participants to gather 
qualitative data. To make it more meaningful, combination of both quantitative and 
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qualitative research methods could be used to provide in-depth and detail explanations of 
factors influencing service quality of the employees. In addition, future research may consider 
to expand the research boundary beyond the local municipal council. Alternatively, future 
research could adopt the conceptual framework developed in this study and apply in different 
research setting such as other local authorities or other public sector organization in Malaysia.  
 
Conclusion 
This research provides indispensable information to improve our understanding of 
relationship between job satisfaction, transfer of training, perceived organizational support 
and service quality in the Malaysian local municipal council. Empirical evidence shown in the 
study indicates the significant influence of job satisfaction and transfer of training towards 
enhancement of service quality in the organization. Satisfied employees are able to 
demonstrate higher commitment in delivering quality services to the public. Equally 
important, training programs should be implemented in the organization with careful 
planning to ensure they are transferable. Alternatively, important inputs can be extracted 
from the findings of this study to enhance human capital development and their work attitude 
in the organization. Necessary investment should be made in a way that it brings favorable 
return to the organization and upgrade employees’ performance in achieving higher level of 
service quality.  
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