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Abstract 

 

The public sector in UAE are under immense pressure to demonstrate that their services are 

customer-focused and that continuous performance improvement is being delivered. The 

United Arab Emirates is a favoured destination for expatriates due to its own citizens form a 

minority of the population and are barely represented in the private sector workforce. These 

highly unusual demographics confer high importance on the national immigration services. 

Recently, increased interest in international migration, specifically within the United Arab 

Emirates, has been shown both by government agencies and by the governments of 

industrialised countries. Given the importance of the expatriate labour force to economic 

stability and growth in the Emirates, this research investigates how immigration services are 

perceived, with the aim of contributing to their improvement, thus ultimately supporting 

economic growth. It proposes a service quality perception framework to improve 

understanding within SID of how to raise levels of service delivered to migrants and other 

persons directly or indirectly affected by SID services. 

Qualitative data were collected by means of semi-structured interviews and quantitative data 

by means of a questionnaire survey based on the abovementioned framework. The survey data, 

on the variables influencing participants’ experiences and perceptions of SID services, were 

subjected to statistical analysis. The framework was then used to evaluate quality of service in 

terms of general impressions, delivery, location, response, SID culture and behaviour. 

Numerical data were analysed using inferential and descriptive statistics. It was found that 

service quality positively influenced service behaviour and that this relationship was mediated 

by SID culture.  

This research makes an original contribution to knowledge as one of the few studies of 

immigration to the United Arab Emirates. By examining the workings of one immigration 

department, it adds to the literature on immigration departments and organisational 

development in developing countries. It illuminates the mechanics of immigration services and 

demonstrates their increasing importance to the world economy. 
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CHAPTER ONE 

INTRODUCTION 

 

1.1.  Introduction 

Understanding the customer is very crucial for any hospitality industry. Customer 

motivation have been termed in the form of satisfaction, decision making, retention, 

behavior, experiences and their interactions with employees (Wu, 2013). Today in the era 

of global competition, many countries need experts to work as a facilitator and stimulate 

the knowledge transfer, align coordination and enrich cohesion between the local demands 

and job practices. The degree to which an expatriate accomplishes his/ her tasks heavily 

depends on their skills and abilities and the way the expatriation process is managed. 

Expatriates satisfaction in the specific country to show their skills and abilities are 

predicted by the service quality they receive in the host country (Oriade & Schofield, 2019).  

While service quality and satisfaction are important throughout the hospitality 

industry, they are nowhere more important than in luxury properties, where guest expect 

high quality (Dubois et al., 2005). Saleem and Hassan (2020) showed that consumers 

associate culture in the form of social dynamic services with words such as “upscale,” 

”quality,” and “class.” In the era of globalization, luxury and luxury goods now travel 

through all cultures, however Dinnie (2011) suggested that in East Asian societies, culture 

play a predominantly social symbolic role, minimizing their private meanings and hedonic 

value, which are emphasized in the West.  
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When it comes to luxury, service quality, and satisfaction, positive customer 

experiences are vitally, because a positive experience will cause the customer to wish to 

return or stay longer, and to recommend the establishment to others (Nasution & Mavondo, 

2008). In addition, the Internet and Social Media make it easier than ever for customers to 

describe and share their satisfaction or dissatisfaction, thus influencing others (Ekiz, Khoo‐

Lattimore, & Memarzadeh, 2012). As a result, immigration officers must concentrate on the 

quality of every detail of service encountered by their expatriates and the customers’ 

emotional judgments about their services differentiate themselves from other service 

providers.  

Similarly, (Alshaibani & Bakir, 2017; Homburg, Kuester, Beutin, & Menon, 2005) found 

significant cultural differences in the impact of the factors on customer beliefs about 

service quality and therefore satisfaction. In addition, Walls, Okumus, Wang, and Kwun (2011) 

performed a meta-analysis of hospitality management studies and concluded that customer 

experiences are multidimensional and unique to each situation and consumer, suggesting 

that in this domain, quantitative methodology may not be universally generalizable. 

Knowing what the customer expects is the first and possibly most critical step in delivering 

service quality (Dabestani, Shahin, Saljoughian, & Shirouyehzad, 2016). The different types of 

service expectations that customer hold can be regarded on two levels, “the desired service 

level and the adequate service level”. The highest, the desired service is the level of service 

the customer hopes to receive; the wished-for level of performance. Adequate service 

represents the minimum tolerable expectation, that is, the bottom level of performance 

acceptable to the customer (William, Appiah, & Botchway, 2016).  
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Due to the intangible nature of most services, customers search for cues as to what 

they will experience and the image of the service provider is thus important (Willcock, Camp, 

& Peh, 2017). Such cues may include office design, layout and ambience, logos, online 

presence, signage, business cards and stationery, advertising campaigns and slogans. Image 

is identity expressed in physical form. When empirical researchers have manipulated 

aspects of the service (organised versus disorganised physical space; dress and demeanour 

of service providers), attributions (internal versus external versus no reasons offered for 

dissatisfactory service) and compensation (offered versus not), whilst holding the 

disconfirmation variable consistent, they have found these factors to influence the 

perceived quality of service (Giannakis & Bullivant, 2016). This model could be very useful 

in the immigration context (where offering solutions in immigration offices might be 

equivalent to offering compensation as described in the consumer satisfaction literature) 

and may have managerial and research implications for how immigration services are 

offered. The current study has aimed to gather preliminary, explorative data on what kind 

of attributions, expectations and intangibles are relevant to clients’ perceptions of and 

satisfaction with immigration services in Sharjah. As the later chapters reveal, the present 

study uncovers salient aspects of service quality, satisfaction and attribution in the context 

of SID; building on this, future studies may be designed to manipulate these factors in order 

to examine more closely their interactions.  

Owing to the increasing proportion of expatriates in the UAE and therefore the 

increasing significance of expatriate satisfaction to overall economic development, 

customer satisfaction with immigration services is of increasing concern. The ultimate aim 

of this study is to provide findings which can be used to enhance the delivery of services 
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by the Sharjah Immigration Department; therefore it examines how these services are 

perceived by their users, expatriates coming to the UAE to work. 

The most appropriate methodological paradigm for a research study depends upon 

the nature and scope of the study. A descriptive quantitative and interview based qualitative 

approach was chosen here, for two main reasons. First, the present research is by nature 

social, in that it deals with participants’ beliefs, perceptions of reality, attitudes and 

experiences in a particular context (Collis & Hussey, 2009); in this case, expatriates’ 

experiences of factors affecting immigration services. The second reason for adopting 

quantitative (a study of objective measurement) as a paradigm lies in the researcher’s 

personal involvement in the context of the study. This method emphasizes on the numerical 

analysis of the data collected through questionnaires using computational techniques. It 

focuses on meaning rather than on measurement and recognises that the researcher himself 

is an integral part of the construction of meaning in research (Patton, 2002). In this case, 

the researcher has worked in the Sharjah police and immigration services for more than 21 

years and has been involved in interrogation, investigation, training and strategic 

development. 

 

1.2.  Statement of Problem 

Due to globalization, expats with international experience are prioritized more and are 

valued higher in the workplace (Lindsay, Sharma, & Rashad, 2019). International work 

experience improves the opportunity to obtain good position with better salary. In previous 

studies like (Salomaa & Makela, 2017); Tahir and Ertek (2018) it has been reported that 

expatriates fails to manage their assignment due to lack of services and job satisfaction. 
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Lack of service and customer dissatisfaction leads to change in the behavior of the 

customers for the services they receive. This is the key research gap that need to be focused 

in the public sector is under increasing pressure to demonstrate that their services are 

customer-focused and that continuous performance improvement is being delivered.  

The service industry plays an increasingly important role in the economy of many 

countries. In today’s global competitive environment delivering quality service is 

considered as an essential strategy for success and survival. Even the public sector 

organizations have come under increasing pressure to deliver quality services and improve 

efficiencies. Customer needs and expectations are changing when it comes to governmental 

services and their quality requirements. However, service quality practice in public sector 

organizations is slow and is further exacerbated by difficulties in measuring outcomes, 

greater scrutiny from the public and press, a lack of freedom to act in an arbitrary fashion 

and a requirement for decisions to be based in law.  

Most research on hospitality sector has used quantitative methodology, such as the 

well-known SERVQUAL survey instrument developed by (Zeithaml, Berry, & Parasuraman, 

1988), which has been the basis of many studies (Al Khattab, Aldehayyat, & Management, 

2011; Lanin, Hermanto, & Politics, 2017; Rita, Oliveira, & Farisa, 2019). Nevertheless, there has 

been little qualitative research about customer definitions of culture, service quality, and 

satisfaction. This study examines factors affecting the perception of immigration services 

offered in the United Arab Emirates (UAE), by carrying out a qualitative analysis of themes 

to emerge from interview data. Data were collected from the Sharjah Immigration 

Department (SID). Statistics from national reports are provided in order to contextualise 

certain aspects of the expatriate workforce and case studies are presented. The purpose of 
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this research is thus to examine the service quality concepts and their application in the 

public service sector i.e. SID in UAE. The study adopts the service quality perceptions 

approach to examine the customer perceptions of the service and front-line employees’ 

perceptions of customer expectations are matched.. The study is essentially qualitative and 

explorative in nature. 

 

1.3.  Purpose of the study 

The goal of this study was to determine whether the immigration service providers in 

Sharjah Immigration Department (SID) and the expatriates as customers have the same 

understanding of service quality and satisfaction and whether there is a disparity between 

services offered by SID – and the way customers actually experience them. This study is 

significant because it addressed this goal using qualitative methodology to provide insights 

into the experiences of expatriates and immigration officers in their evaluation of culture, 

quality, and satisfaction, thus expanding the scanty qualitative-based literature on this 

subject. The study is also significant because there has been even less qualitative 

exploration of this subject in United Arab Emirates (UAE) was the site of the study. 

 

1.4.  Research Questions 

The following research questions have been developed in order to address the purpose of 

the study provided in Section 1.3: 

1. What are the key determinants of culture that impact the satisfaction level of the 

customers? 
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2. What are the different service quality requirements from the point of views of 

immigration officers and expatriates that influences behaviors of expatriates? 

3. What are the service quality factors influence the service behavior of expatriates during 

their visit to Sharjah Immigration? 

 

1.5 Research Contribution 

It is also the first study of UAE immigration services in general. It makes a unique 

contribution by identifying factors affecting perceptions of these services in Sharjah. It is 

hoped that this will provide a basis for the development of empirical research on this topic. 

The study identifies and examines factors that affect the quality of immigration service 

delivery and its potential impact on other important institutions. Most research into the 

perception of immigration services has been carried out in other countries; this is the first 

to examine the question in the context of the UAE, specifically in Sharjah. The study 

therefore contributes original knowledge to the field of quality management, including 

factors related to government organisations. 

 

1.6.  Research Significance  

The results from this study will be significant in various aspects. First, the outcomes from 

this study will help the SID to understand how to build quality of services and meet the 

expectation of their customers. This study on the basis of the analysis will recommend a 

set of alternative actions to be considered in the department. Second, the current study is 

of significant value in investigating culture, service quality and satisfaction from the point 
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of view of immigration employees and expatriates. Third, this study seeks to identify 

factors influencing perception of expatriates towards the immigration services provided by 

SID. Forth, this study is significant in its provision of new information, as well as 

suggestions for future research. Being one of the few studies of immigration in the UAE 

and one which examines the workings of a particularly important institution, it contributes 

to the literature on immigration departments and organisational development in the 

developing world by illuminating the mechanics of immigration and demonstrating the 

increasing importance immigration services to the world economy. Lastly, to the best of 

the researcher’s knowledge, based on a review of the literature as well as on active 

membership of the UAE Police Directorate, this is the first qualitative study investigating 

SID services provided to the expatriates in UAE.  

 

1.7.  Chapter Summary 

Expatriates satisfaction research has explained the changes in the evaluations of 

public services with the non-service related factors. In the dynamic competitive 

environment, public service organizations rely heavily on the feedback from the service 

users to make effective decisions about their services. In this chapter, a rationale for 

conducting this research was presented. This first chapter has introduced the study, stated 

the research problem and objectives, and listed the research questions and significance of 

the study.  

Next chapter reviews the literature relevant to the current research providing a 

broad understanding of existing work on service quality, customer satisfaction and the 
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weakness associated with service quality perception frameworks, especially as applied to 

the case of SID services. Chapter 3 insights on the SID culture and its importance in the 

organization. Chapter 4 sets out the research methodology in detail explaining the selection 

of the research paradigm, a quantitative approach with inductive techniques and a 

qualitative approach with deductive techniques. It gives details of the sampling process and 

of the methods of data collection and analysis, as well as touching on some ethical 

considerations. Chapter 5 then offers a qualitative analysis of the data gathered in one-to-

one interviews with SID managers and expatriates. Chapter 6 concludes the thesis by 

summarising the study, discussing the factors influencing service quality and customer 

satisfaction. It states how the study has contributed to knowledge and considers its 

implications, both practical and theoretical, while also making recommendations for future 

research.   
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

Expatriates have for decades been considered the main providers of knowledge and 

technology to subsidiaries and partner companies in Middle East countries, especially in 

Gulf region (Peng & Beamish, 2014). More recently, this trend can be seen to change (Nair, 

Demirbag, & Mellahi, 2015; Park & Vertinsky, 2016) to the point where expatriate’s decisions 

to enter a new geographical market are also influenced by the opportunity to absorb local 

knowledge from their subsidiary (McGuinness, Demirbag, & Bandara, 2013). Such 

transformations compel expats to continuously update their knowledge and competencies 

in order to effectively and efficiently achieve tasks and objectives (Alguezaui & Filieri, 2010). 

Customer satisfaction is generally understood to be the sense of satisfaction that customers 

feel when comparing their expectations with the actual service they have received. 

The opportunities arising from similar culture, and knowledge transfer among 

different countries and organizations, often in terms of improved creativity and innovation 

Bogilovic and Skerlavaj (2016), clash with the issues that emerge from cultural differences. 

As such, cultural adjustment is a fundamental requirement for all of the individuals and 

organizations involved (Doherty, Richardson, & Thorn, 2013). Despite growing globalization 

and cross-cultural exchange, a small number of studies have thus far provided an insight 

into service quality factors that understand the mindset of the expats to select the final work 

destination across different cultures. 
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Measuring expatriate’s satisfaction with public services is at the heart of a citizen-

centric approach to service delivery and is a crucial indicator of the overall departmental 

performance. Because when any government agency deliver services based on the needs 

of the people using the services, they can increase public satisfaction and reduce costs 

(Benmansour, 2019). The criteria that customers use to base their service quality expectation 

on can be referred to as the dimensions of service quality (Nell & Cant, 2014). Several 

measurement instruments have been developed that aim to capture and explain the service 

quality dimensions. The first was the Nordic approach of Lehtinen and Lehtinen (1991) that 

introduced a three-dimensional view of service quality, which consisted of interaction, 

physical and corporate quality (Ueno, 2013). The model proposed by Grönroos (1984) 

highlighted the role of technical (or output) quality and functional (or process) quality. The 

North American debate started with A. Parasuraman, V. Zeithaml, and L. Berry (1985) who 

introduced the SERVQUAL model, a gap based measure, and Cronin Jr and Taylor (1992) 

who presented the SERVPERF model, which was a performance only measurement. 

Among all the service quality models, SERVQUAL is the most widely used.  

In order to provide superior service quality, the service providers need to investigate 

the level of customers‟ perception and expectations towards their service quality. The 

products are not seen by the customer before purchase. Pre-decisional evaluation therefore 

depends on other factors, such as the prestige of the company, recalled attributes of the 

product, or prior overall judgment. The customer, faced by a dearth of processing 

resources, is likely to base a decision on a more effective process than on cognitions. This 

study also focuses on the effects of customer preconception about the service; customer 

perception and expectations to service quality and the overall evaluation of the service. 
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Studies evaluating the quality of service interactions, the service environment and the 

service outcome are scarce; this noteworthy gap in the literature is initially best pursued by 

a qualitative approach (Brady & Cronin, 2001). The current study represents such an 

initiative and is justified by the same dearth of literature on service quality perception in 

regard to immigration in the UAE. This research work endeavors to fill the research gap in 

the service quality literature. 

 

2.2 History of SID and its culture 

SID is part of Citizenship, Residence and Port Affairs within the Ministry of 

Interior (MoI), which in turn is responsible for the police, civil defence, the Rehabilitation 

and Punishment Institute, the traffic police, information technology (IT) and 

communication services, the Human Resources General Directorate and the Finance and 

Logistic Services Headquarters. SID provides expatriates with 125 of the 339 services 

provided by the various UAE police departments and is responsible for all legal matters 

concerning expatriates, including the issue, renewal and cancellation of residence visas, 

transferring visas between Emirates or to new passports, and accompanied addition and 

separation (Federal Law No.6 of 1973). SID provides information services as well as 

controlling authorisation for entry into the UAE.  

Migration has always featured centrally in the developmental ideology of Arab 

culture in the Gulf; the UAE as a whole has long advocated moving into the modern era by 

hiring skilled labourers and professionals from overseas with the aim of teaching students, 

building factories, bridges, industry and modern skyscrapers, and establishing the financial 

and commodities markets (AlShehhi, Nasir, Kilani, bin Marni, & Shehab, 2020). Although 
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development remains the central tenet of progress in the GCC states and therefore informs 

much policy and practice, the citizenship rights which of necessity come into play under 

this set of circumstances or in this context have neither been addressed nor equally, fairly 

or inclusively distributed (Ghanem, 2001). 

 

2.3 International migration of Labor 

This section examines the political and legal issues involved in the process of 

migration, which are dealt with relatively consistently throughout the literature. The 

choices available to migrants in creating their experience of migrating to a new country, in 

determining the work they will do there and their working conditions, are constrained by 

the legal framework of immigration and the ways in which it is implemented, managed and 

enforced (Lucas, 2003). This relates very closely to the subject matter of the current study; 

it is important to investigate how participants perceive the role of legal processes in their 

immigration experience. Migrants are more likely to apply for immigration through legal 

channels if they perceive their chances of success to be high, or at least realistic; when this 

is not the case, the usual practice is undocumented entry, which has its own risks and costs, 

especially when strict controls and penalties are enforced (Rose-Ackerman, 2013).  

Expatriates also often encounter prejudice on the basis of their culture, language 

and religion and are often collectively stereotyped and blamed by native residents for 

whatever they perceive to be negative aspects of the incomers’ society, all of which makes 

it difficult for them to integrate fully into the host society (Pratsinakis & Studies, 2014). The 

danger of social inequality that this represents provides further motivation for the current 
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study, in that research which clarifies the experience of a group of at-risk people and 

identifies factors contributing to this experience is potentially valuable in promoting social 

equality. 

An in-depth understanding on the factors affecting expatriate experience would 

assist policymakers by providing important information on which to base their decisions, 

in setting forth policies that would ultimately enhance the wellbeing and performance of 

expatriates and ultimately the economic growth of the constituent Emirates of the UAE. 

There is a paucity of empirical literature on this research topic, with most studies in the 

field focusing on Western organisations. The current study aims to contribute to filling this 

gap in the literature. A survey conducted by the Emirates Centre for Strategic Studies and 

Research reported unstable customer satisfaction with SID, fluctuating from 81.5% in 2011 

to 75.3% in 2012 and 84.1% in 2013. The other Emirates have more stable customer 

satisfaction ratings, especially Dubai, which has maintained ratings of above 90% over the 

last three years. These reports offer no explanation for the lower ratings in 2011 and 2012, 

further emphasising the potential for the current study to contribute meaningfully to this 

area of research. The UAE is a small country with a population in 2015 of 9.1 million, of 

whom 1.4 million were Emirati citizens and 7.8 million expatriates. This study argues that 

having a satisfied expatriate contingent would make a positive impact on the entire country 

and would help to minimise many constraints and difficulties faced by both service 

providers and service receivers. 

The oil price increase of 1973 strongly increased revenue, boosted industrialisation 

and triggered social change in West Asian countries, which in turn led to a need for foreign 

migrant workers in large numbers (Arnold, 2019). The most obvious demand for immigrant 
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labour was in the construction trade, but it was also required for industry, trade and 

services, including domestic service (Zachariah, Prakash, & Rajan, 2003). During the 1970s, 

millions of foreign workers migrated to the Gulf Cooperation Council (GCC) countries: 

Bahrain, Kuwait, Oman, Qatar, Saudi Arabia and the UAE. Immigration from India was 

particularly important in the case of the UAE.  

There has been a steady flow of migrant workers into the UAE over the last 30 

years. Visas are usually issued for a period of three years and are renewable for migrants 

who keep their jobs. Skilled migrants usually occupy the high-level, high-paying positions, 

as there are not enough qualified native workers for these positions, while semi-skilled and 

unskilled migrants occupy jobs that natives will not take. The reluctance to accept jobs 

with an inferior status may be attributed to the traditions of certain Arab cultures. This 

partly explains why banking, which is associated with status and authority, was so highly 

prioritised in Emiratisation, the policy of increasing the proportion of jobs held by UAE 

citizens. Migrant workers are more accepting of changing work conditions as they have 

less flexibility in their choice of job or in their ability to make a living at home, with the 

corollary of having to be more flexible in any positions they manage to gain in the UAE. 

Furthermore, Mansour (2013) argues that in the social democracy there is a need to 

not only survive but also prosper in an ideological as well as practical level. In many 

respects, UAE needs to catch up with the advanced and new ideas emerging towards the 

development of the society. In today’s world, political ideas have lost their capacity and 

ability to lead and public debate is dominated by declined moral standards. The only groups 

that prosper is the technology. Thus, organization need to adopt technological change and 

confined it to the sectoral benefits and customer satisfaction (Mansour, 2013). 
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Irregular (illegal) migration is common to high-income countries. The USA, for 

example, promotes skilled migration, although this tends to be on an increasingly 

temporary basis (Macías-Rojas & Security, 2018). Oil-rich Persian Gulf countries issue 

overseas contract workers with temporary visas; these are traded and the system is routinely 

abused, often by the recruiting agencies themselves (Sonmez, 2011). In East Asia, Japan and 

Korea have large numbers of overstaying unskilled workers; training schemes in these 

countries are simply mechanisms for avoiding the tight control of immigration policies and 

systems (Kim & Jung, 2018). 

Native citizens of the Gulf states have few political and civil rights, but many 

positive rights; there is thus a huge discrepancy between these two kinds of rights (Sater, 

2014). These states mostly still rely upon oil and gas income, which is spent distributively. 

Welfare provisions are most notable and established in states with the highest proportion 

of migrants, that is, Qatar, Kuwait and the UAE (Sater, 2014). The recent protest 

movements sweeping the Middle East prompted Gulf governments to spend less on 

wealthy citizens and more on housing, electricity and credit facilities for citizens in less 

wealthy regions (Lynch, 2013). 

The civil and positive rights of women are limited in the Gulf States, where certain 

sizeable populations identified by origin, religion or language also have fewer civil and 

social rights as a result of their specific categorisation or classification. Indeed, citizenship 

rights depend in large part upon and are negotiated through citizens’ specific tribal or 

religious communities, which applies especially to Ajamis, to Bidoun (that is, stateless) 

UAE and Kuwaiti nationals, and to nationals from Zanzibar and from Shi’a communities 

in Oman, Bahrain and Saudi Arabia (Sater, 2014). In the UAE, one’s citizenship rights are 
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determined by one’s kinship affiliation with individual Emirates and there is a wide 

variation in civil and social welfare rights amongst the states. 

Emiratisation distorts productivity levels, as natives are artificially paid higher 

rates, which results in a divergence between wage rate and marginal revenue product. This 

can impact on cost structuring in firms, subsequently affecting labour demand and profit 

margins. Emiratisation has the potential to increase employment opportunities for native 

UAE labourers, but needs to be conducted under certain conditions.  

 

2.4 Customer service standards in SID  

Attention to customer service helps organisations to ensure that they put their 

customers first and that strategic planning initiatives directly involve consideration of 

customers’ needs (Payne & Frow, 2006). Each company should work to achieve quality, 

stability, skill and best practice. The adoption of service standard will help to get the most 

out of the company and improve it. Companies that determine the quality of treatment for 

their clients can inform their staff and choose how best to undertake the process of service 

delivery (Alzaydi, Al-Hajla, Nguyen, & Jayawardhena, 2018). 

There is a large body of literature on the sociology of organisations, reviewed 

comprehensively by (Spicer & Society, 2015). Bureaucracy is fundamental to any state and 

has a far-reaching influence on the way that it operates. Indeed, the literature proposes that 

the political powers in a country exert ultimate top-down control over state organisations 

(Dekker, 2017). State bureaucracies control and organise individuals by regulating domains 

of social activity, as is evident in how the state regulates the domain of foreign immigration. 
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It is important to examine the social, institutional and local or ‘situated’ context in order to 

understand how societies become structured, as well as how institutional practices affect 

opportunities for individuals (Eshbaugh-Soha, 2017). Although bureaucracy is traditionally 

ascribed to Western culture, the evidence contradicts this assumption; for example, Chinese 

religion is strongly invested with bureaucratic ideas (Stockman, 2013).  

Bureaucracies occupy local and global contexts simultaneously (Bhattacharya & 

Brimnes, 2009). They are of interest as entities representing organisational thinking and by 

extension the thinking of the states they represent, as they coordinate various local contexts 

(Emery & Trist, 1965). Furthermore, from a sociological and social psychological 

perspective, organisations are indistinguishable from the individuals who work there; they 

are an emergent property of the conflict, negotiations, changes, compromises and 

intentions of these individuals; in fact, such interactions can be seen to be the organisation 

(Schwartzman, 1993)(Schwartzman, 1993). 

Customer-based service standards are provided by customer service specifications. 

Phone calls are answered or company directives can respond directly to customers 

(Maecker, Barrot, & Becker, 2016). This is done individually and the focus of this guide is 

the customer. A company which has a commitment to good service will provide services 

to a specific standard. These values are usually associated with how employees treat 

customers and with customer safety policies. Good service standards distinguish successful 

organisations from those that fail to operate well and this is especially important in the case 

of companies which face intense competition for the custom of new and existing users. 

Thus, providing good customer service is useful to the company itself in various ways, as 
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a company which does so will tend to increase its sales, earn a good reputation and 

strengthen customer loyalty. 

Customer service standards alone cannot change employees’ personal skills or their 

ability to make better or more intelligent decisions, but can help them to pay closer attention 

to important aspects of their work. They can be written in the form of an internal guide to 

providing service quality for customers. However, such a service quality guide should not 

be designed to provide the basis of an employment contract. Rather, written service 

standards can help the organisation to identify priorities by acting as a reminder of 

customers’ expectations of the service experience.  

In today’s competitive environment, providing excellent customer service is 

increasingly seen as a core competitive advantage not only in the private sector but also for 

public bodies including immigration agencies. Therefore, any organisation should 

recognise the importance of ensuring that its employees reinforce the corporate image and 

deliver services correctly from the point of view of customers or service users. The 

frontline employees of SID who deliver its services to customers represent the whole 

organisation and strongly influence its image and reputation. If they deliver a good service 

which meets the wishes and expectations of the customers, the organisation will gain a 

favourable reputation. Effective communication is a key factor in the implementation of 

customer service standards, as it helps the organisation to understand current events and to 

identify areas of its service delivery in need of improvements (Guercini, Misopoulos, Mitic, 

Kapoulas, & Karapiperis, 2014). To this end, it is vital to have a reliable system of measuring 

service quality, which is the subject of the next section. 
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2.5 Challenges for future development of SID 

Expatriates in UAE are likely to be in demand will include those with professional, 

technical and related skills, such as engineers, physicians, surgeons, nurses, paramedical 

staff, health technicians, accountants, auditors, teachers, executives, management experts, 

salesmen, shop assistants and sales representatives (Zachariah, Mathew, & Rajan, 2003). 

Under the category of service workers will be restaurateurs, caterers, housekeepers, cooks, 

waiters and stewards (Motha, 2006), while the grouping of technicians and skilled workers 

will include miners, metal processors, chemical processors, machinists, fitters, precision 

instrument makers, electricians, plumbers, welders, sheet metal workers, skilled 

construction workers and operators of heavy equipment and of transport equipment. 

Immigration policy issues relating to work permits and contracts, sponsorship, 

labour disputes, the exclusion of dependents, the conditions in workers’ camps and the 

policies and implemented to reduce the proportion of unskilled immigrant labour in the 

UAE all have significant and problematic implications for Indian migrant workers and their 

dependents (Zachariah, Prakash & Rajan, 2003). These policies have meant that expatriate 

Indian workers in the Gulf States often work under conditions of hardship, under the direct 

negative effect of laws relating to contract labour, including stringent checks on contracts 

and violations of these (Rajan, 2016). Employers are required to assume responsibility for 

both inward and return travel, as well as the visa costs of migrant workers, for example, 

evidence presented by Zachariah, Prakash and Rajan (2003) indicates that in roughly 40% 

of cases this rule was not adhered to, so that the migrant workers themselves incurred these 

costs of migration. Indeed, most Indian expatriates continue to pay their own airfare, both 

to immigrate and to return home, representing a significant violation of the work contract 
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(Rajan, 2016). They have no means to challenge the terms and conditions imposed by their 

employers, so despite rarely receiving the job, wage and non-wage benefits promised in 

their contracts, they have no choice but to accept these conditions, as they need the work 

and have dependents, either in the UAE or at home. 

This thesis offers both short- and medium-term proposals. In the short term, it 

advocates that the Emiratisation policy be implemented by organisations that operate in 

imperfectly competitive markets and in the medium term that labour legislation be 

amended to enhance the employment mobility of migrant workers. The support of the 

native people is important in the UAE and the government has pursued it by improving 

living standards, including by giving handouts and artificially creating employment. The 

critical problem is that these two supportive policies are in conflict with each other, since 

the very generous compensation in the public sector makes it less attractive for UAE 

nationals to look for private employment, while the overall aim of Emiratisation is to 

improve the native/expatriate ratio in this sector specifically (Rajan & Suresh, 2016). In 

banking, which is a competitive industry, Emiratisation is not having the anticipated and 

desired effect. Imperfectly competitive markets, e.g. domestic markets, might do better 

with government protection as the focus of Emiratisation, “as monopoly rents can be used 

to finance the hiring of highly paid UAE national workers, increasing their participation in 

the UAE private sector” (Toledo, 2013). In the medium term, more mobility may incentivise 

migrant workers to be more productive; thus, their wages will increase and native workers 

will concomitantly become relatively cheaper. UAE authorities and entrepreneurs 

associated with imperfectly operating firms might be anticipated to react negatively to such 
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policies, as they would be required to relinquish monopoly rents to assist native workers in 

finding employment. 

Return to the country of origin after migration is a key factor benefiting that 

country; remittance is an important instance of this and temporary migration is thus 

preferred by all high-income countries. This means that there is usually tacit cooperation 

between the sending and receiving countries, driven by different motives: The emigrants 

want to maintain their connection with their home country, to send remittances home and 

eventually to return home themselves, while the host countries are reluctant to integrate 

their own societies with outside ones (Barry, 2006). Bureaucrats may deliberately fail to 

hear implied requests or to answer specific questions, in the knowledge that they are 

unlikely to be held accountable. They can manipulate and interpret their professional role 

to serve the needs of the organisation. The conduct of expatriates, is closely scrutinised, 

reinforcing their subordinate position in the host country. For example, in the UK 

government’s 1998 White Paper on immigration policy, economic migrants are described 

as often pursuing and exploiting whatever means necessary to gain entry to and then remain 

in the UK, thus not only committing immigration offences themselves but also fostering a 

criminal industry dedicated to the falsification of identity documents, fraud and 

racketeering (Düvell & Jordan, 2003). Improvements to Home Office administration have 

not yet yielded the desired results, having succeeded only in the realms of stronger and 

stricter control, removal and enforcement (Düvell & Jordan, 2003). In fact, enforcement 

strategies in the UK are now less visible and less controversial, in order to avoid poor media 

coverage (Jordan & Duvell, 2003; Wakefield, Loken, & Hornik, 2010). 
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The literature discusses service talk in organisations, how inconsistencies in 

information come to light and are challenged, and which micro-strategies are used to 

achieve the goal of improving service. Therefore, investigating the challenge of services 

from the points of view of employees and top management is expected to yield valuable 

information. Service quality and customer satisfaction are closely related and the two terms 

are often used interchangeably, although the empirical consumer service literature treats 

the two concepts as distinct.  

Advances in how service quality perception should be measured preceded advances 

in the understanding of what exactly should be measured (Zietsman, Mostert, & Svensson, 

2019). This is important for the current study, which aims to contribute to an understanding 

of what exactly should be studied in this field, with specific reference to the consumer 

perceptions of expatriate workers in the UAE. An explorative qualitative research is 

believed to be the best approach to investigating the dimensions, expectations, experiences, 

attitudes and perceived service quality in this particular industry and among this 

population. Details of the approach taken in the present study are given in Chapter 4. 

 

2.6 Importance of Culture in UAE 

The UAE has a rich culture and heritage that reflects traditional Arab and Islamic 

values. Environment and terrain also influenced the lifestyle. Read to know about the 

different aspects of the Emirati culture and their inspirations then and now. UAE  is  an  

Arab  country  and  shares  common  cultural  values,  language,  religion  and other social 

values, together with rapid economic development, with many parts of the Middle  East  

and  with  neighboring  Arab  countries,  particularly  those  in  the  Gulf Cooperation 
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Council (GCC). Although there are many superficial similarities, UAE is nevertheless 

considered to be unique in the Middle East in its geography and history as well as in aspects 

of its culture and economic change, as noted below. Notwithstanding these differences, the 

official language of UAE is Arabic and  its dominant religion is Islam.  The  religion  plays  

a  major  role  in  shaping  the  cultural  values  and  has  a  great impact on most UAEs’ 

practices and lives (Budhwar & Mellahi, 2006; Gursoy, Altinay, & Kenebayeva, 2017).  Indeed, 

the importance of Islam has led numerous researchers to consider the culture of the Middle 

East and Arab countries as homogeneous, making generalizations in cultural studies of the 

region  and  about  UAE  culture  in  particular.  Islam  is  considered  to  be  a 

comprehensive  religion  in  UAE,  covering  political  and  social  aspects  as  well  as  the 

piety of the soul and moral principles governing people’s behavior (Abubaker, 2008).   

Arman et al. (2020) states that within the workplace, the presence of the Islamic work 

ethic leads  to  high  respect  for  other  people,  hard  work  among  employees  and  the 

encouragement of social relations. Since both internal and external links are considered to  

be  vital  elements  in  order  to  achieve  successful  communication  among  staff members, 

it is essential to have good relations among colleagues. This supports the views of Leat and 

El-Kot (2007), who argue  that  one  of  the  characteristics  of  Arab  culture  is  to  maintain  

good  relationships. Therefore, the culture strongly  encourages  respect  and  the  

establishment  and maintenance of relationships with strangers.  

Furthermore,  Budhwar  and  Mellahi,  (2006)  observes  that beside  its  religious  

identity,  UAE  is  Arab  country  where  most  of  the  people  bear  a tribal name rather 

than a family name. Therefore, the tribes in general and the hierarchy of the tribe in 

particular still play a major role in the social and cultural life of UAE. Individual status is 
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determined largely by the tribe to which a person belongs and by the group to which he/she 

is affiliated. The culture of UAE is thus mainly formulated by the  religion  of  Islam,  

followed  by  the  tribe  and  family,  these  three  are  considered  to have the greatest 

influence on the national culture. 

Therefore,  Islam,  tribe  and  family  all  play  major  roles  in  determining  a  

person’s behaviour, level of freedom, rights and duties—and even the presentation of 

oneself to others. While the GCC states are all Arab countries and share many similarities, 

they nevertheless  vary  among  themselves,  particularly  in  the  strength  of  the  grip  of  

the traditional/  religious  ideology  on  the  social  structure.  For  instance,  Saudi  Arabia  

is considered to be the most conservative country in the Gulf, followed by Qatar, Oman, 

the UAE and Kuwait (Budhwar and Mellahi, 2006). According to Drbseh (2015), while 

Arabic is the official language of UAE and the mother tongue of most of its inhabitants, 

English is an important second language, in considerable demand and often used as a 

criterion in job applications. Other languages are not normally required in job applications 

or used as a criterion in any professional judgment, but the knowledge of any other 

language will confer personal credit. 

National  practices  are  influenced  by  factors  such  as  national  institutions  and 

national  culture,  also  known  as  culture-bound  factors (Yahiaoui, Nakhle, & Farndale, 

2021). The civil service of the bureaucracy is one of the embodiments of the state 

apparatus's role as a public servant and a servant of the state. The existence of state 

institutions, including, in essence, is a public servant, is not intended to serve himself, but 

to provide or serve the community (Hasanov & Zuidema, 2018). Therefore, public 

bureaucracy has the obligation and responsibility to provide excellent and competent public 
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services. The public service of the bureaucracy represents the role of the apparatus as a 

servant of the state and servant of society. Its existence in community service is not self-

serving, but serving the community, the public bureaucracy is obliged and responsible 

excellently and professionally in providing services (Fonseca, Camões, Cavalcante, Lemos, & 

Palotti, 2019). 

Schein (1991) formally defined culture as “a pattern of shared basic assumptions 

learned by a group as it solves its problems of external adaptation and internal integration, 

which has worked well enough to be considered valid and, therefore, to be taught to new 

members as the correct way to perceive, think, and feel in relation to those problems” (p. 

18). Organizational culture is comprised of three different levels at which the cultural 

phenomenon is visible to the observer. The three levels of culture are (1) artifacts, (2) 

espoused beliefs and values, and (3) basic underlying assumptions. 

According  to  Redman and Wilkinson (2009),  culture  is  a  concept  borrowed  from  

the fields  of  social  anthropology  and  sociology,  which  has  been  used  more  generally  

to characterize  any  organization  or  group  of  individuals  within  an  organization. 

Murton  et  al,  (2010)  explains  that  culture  pervades  all aspects of organizations and is 

a pattern of thinking, feeling and acting which is learned throughout  a  person’s  life.  Such  

aspects  range  from  cultural  demands  for  a  particular product  to  challenges  in  

achieving  effective  interpersonal  communication  in multicultural  working  environments  

(Ravazzani, 2016).  At the same time, people are diverse in nature and are often 

‘multicultural’ themselves. Hofstede (1981) suggests that people  often  share  a  collective  

character  that  represents  their  cultural  mental programming,  with  shared  perceptions,  

assumptions,  beliefs,  values  and  behaviour. Such  sharing  can  be  true  of  a  nation  
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(national  culture),  but  also  a  regional  or  ethnic group, women or men (gender culture), 

old or young (generation culture), poor or rich (social  class  culture),  an  HR  manager  or  

an  ophthalmologist  (occupational  culture), private doctors or public health doctors (type 

of business culture), or members of work organizations (organizational culture) . 

Murton  et  al,  (2010)  defines  culture  as  a  social  system  of knowledge,  ideology,  

values,  laws  and  day-to-day  rituals.  Culture  consists  of behavioural  expectations  that  

become  tacit  rules  for  survival  and  success  in  an organization (Murton et al, 2010). 

Culture stands for a system or collection of values and norms which are imperfectly shared 

by groups and people  in the organization and which  control  the  way  they  interact  with  

stakeholders  and  with  each  other  (Schein, 1988;  Guirdham,  2005).  Therefore, 

organizational culture usually sets  the  method  of communication and the way it is 

conducted in the organization, how the organization does its business, how it deals with 

human resources and customers, manages conflicts and makes decisions about the future 

(Davis, Nakayama, & Martin, 2000). 

 

2.7 Theories of service quality and consumer satisfaction  

When empirical researchers have manipulated aspects of the service (organised 

versus disorganised physical space; dress and demeanour of service providers), attributions 

(internal versus external versus no reasons offered for dissatisfactory service) and 

compensation (offered versus not), whilst holding the disconfirmation variable consistent, 

they have found these factors to influence the perceived quality of service (Bitner, 1990). 

This model could be very useful in the immigration context (where offering solutions in 

immigration offices might be equivalent to offering compensation as described in the 
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consumer satisfaction literature) and may have managerial and research implications for 

how immigration services are offered. The current study has aimed to gather preliminary, 

explorative data on what kind of attributions, expectations and intangibles are relevant to 

clients’ perceptions of and satisfaction with immigration services in Sharjah.  

2.7.1 Gap theory of Service Quality 

  

Oliver (1980) predicted that if service quality is low, performance would not meet 

the expectation of the customers and vice-versa. Thus, it is very important to consider 

customer’s expectation as the foundation for service quality that will be evaluated by 

customers. In the world of business, customers play an important role and it is therefore 

important for business organisations to keep their customers satisfied. Doing so not only 

increases customers’ confidence in the products being offered, but also enhances the 

profitability and market share of the company and its products (Seth, Deshmukh, & Vrat, 

2005). It is thus essential to be able to model service quality and this subsection reviews a 

number of service quality models, including the one elaborated by Parasuraman, Zeithaml 

and Berry (A. Parasuraman, V. A. Zeithaml, & L. L. Berry, 1985), which is acknowledged by 

many academics and researchers in the field of marketing and has been cited in many 

studies.  

The service quality construct evolved out of the quality literature in manufacturing. 

Quality initiatives date back to the 1920’s when manufacturers began to focus on 

controlling the physical production of goods and the internal measurements of the 

production process. A wide variety of service quality dimensions have been proposed. 

Most targets of quality evaluation have emphasized: a) the physical context such as 
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facilities; b) the interpersonal interactions between either the client or employee or between 

two clients; and c) the core service (Chelladurai & Chang, 2000). Service quality refers to the 

customer’s overall impression of the organisation and its services (S. A. Taylor & Baker, 

1994). General impressions of the immigration services delivered by SID are crucial in 

ensuring the quality of these services.  

In the world of business, customers play an important role and it is therefore 

important for business organisations to keep their customers satisfied. Doing so not only 

increases customers’ confidence in the products being offered, but also enhances the 

profitability and market share of the company and its products (Seth et al., 2005). It is thus 

essential to be able to model service quality and this subsection reviews a number of service 

quality models, including the one elaborated by Parasuraman, Zeithaml and Berry 

(Anantharanthan Parasuraman et al., 1985), which is acknowledged by many academics and 

researchers in the field of marketing and has been cited in many studies.  

 Seth et al. (2005) critically appraise 19 different service quality models and attempt 

to identify issues affecting them. The need for service quality investigation is still unclear, 

due to increased market demand and customers’ requirements. However, in recent decades 

businesses have experienced key changes related to these customer and market factors 

(Seth et al., 2005): 

The vertical functional approach has been replaced by horizontal approaches; 

 Organisations increasingly share information with their customers; 

 Organisations have become more flexible;  

 Employees are empowered by effective decision support systems;  

 IT is increasingly used in providing customer services; and 
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 Effective tools are required for benchmarking 

The first model of service quality was that of Grönroos (C. Grönroos, 1984), who asserts 

that “a firm must be able to understand the perceptions of consumers in order to gain 

competitive advantage”. This model, which is represented in Figure 2.1, identifies three 

components of service quality: technical quality, functional quality and perceived image. 

 

 

Figure 2.1: Service quality model 

(C. Grönroos, 1984) 

Technical quality is defined as “quality received by the customers after the 

interaction and evaluation of service quality”; functional quality is defined as “the technical 

fallout on the service received by the customers” and perceived image is defined as 

“building image by factors like tradition, culture, word of mouth, technical, functional and 

social relations” (C. Grönroos, 1984). 
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SERVQUAL models of customer perceptions have been utilised by many 

academics and practitioners, especially in the field of insurance. Notably, Ishaq (Ishaq, 

2011) has hypothesised that “customer satisfaction is the intermediary factor linking service 

quality with purchase intention”, while for Zekiri (Zekiri, 2011), improved service quality 

will necessarily benefit the supplier through its positive effect on customer satisfaction. 

The second SERVQUAL model was the so-called gap model, developed by Parasuraman 

et al. (Anantharanthan Parasuraman et al., 1985) and reproduced as Figure 2.2. 

 

Figure 2.2: Gap model of service quality 

(Anantharanthan Parasuraman et al., 1985) 
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The Parasuraman model is based on five gaps between the provider or marketer and 

the consumer in regard to the latter’s perceptions of the service delivered by the former. 

The first gap refers to the mismatch between the expectations of managers and those of 

consumers. The second gap is between managers’ perceptions of consumer expectations 

and the translation of these perceptions into service quality specifications, the third between 

these specifications and the actual service delivery, and the fourth between service delivery 

and its communication to consumers. The fifth and final gap is that between consumers’ 

perceptions of service and their prior expectations. Thus, overall service quality can be 

enhanced when consumers’ expectations of it are reduced as compared to their perceptions 

of actual performance (Anantharanthan Parasuraman et al., 1985; Sureshchandar, Rajendran, 

& Anantharaman, 2002).  

Table 2.1 lists some of the many other models of service quality that have been 

proposed, with a summary of their features.  
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Table 2.1: SERVQUAL models and their features  

Model type Features 

Technical and 

functional 

The influence of technical and functional quality on 

customer perceptions   

Gap  
Factors influencing customers’ and marketers’ 

expectations 

Attribute 

SERVQUAL  

What are the attributes that influence service 

encounters?  

Synthesised 

service quality  

Factors contributing to reducing information, 

design, feedback and communication gaps in 

planning and implementation 

Performance only  
Role of value in purchase decisions and service 

quality determination 

Ideal value  
Changes in the service concept through cognitive 

processes 

EP & NQ  
The role of EP model in setting of services and type 

of services provided 

IT alignment  
Role of IT in enhancing service quality & customer 

satisfaction 

Service attributes  
Roles of attitude and behaviour in service quality 

expectations 

PCP  Depends on changes to service settings  

The various methods of ensuring that customers’ desires are considered include 

comprehensive studies, ensuring satisfaction after service delivery, customer panels, 

interviews and investigating complaints.  
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Theories on consumer satisfaction and attribution described an affect-attribution-

action sequence, whereas more recent work proposes models based on attribution-affect-

behaviour: The attitude clients have before the service influences their expectations thereof 

(Oliver, 1980; Bitner, 1990). Users’ immediate reactions after experiencing the service are 

seen as to result from a comparison between those expectations and the experience, then 

their causal attributions regarding any discrepancy mediate their satisfaction (Narteh, 2018). 

Perceptions of how good the service is are thus based not only on its quality, but also on 

the perceived reasons for the dissonance between expectations and experience. This 

framework is consistent with work in the fields of consumer behaviour (e.g. Oliver & 

DeSarbo, 1988) and psychology (e.g. McFarland & Ross, 1982; Weiner, 1985a; 1985b). 

Satisfaction can be understood as a particular element of the more general constructs of 

perceived service quality or attitude, while general attitude is what determines a 

consumer’s future behaviour towards a service (Oliver, 1980). 

Parasuraman, Zeithaml and Berry (1985) used qualitative research as a 

methodology is established in the service quality field of inquiry, having been used by in 

their seminal work identifying the five-factor SERVQUAL construct, amongst others. 

Brady and Cronin (2001) gathered qualitative data from open-ended surveys which 

asked respondents to list all factors affecting how they perceived each of the three primary 

dimensions of service quality. They were asked to exclude price, however; previous 

research shows that respondents reliably list this as a factor, but theoretically it is 

understood as determining service value, rather than quality (Brady & Cronin, 2001). 

Content analysis (inductive categorisation) is consistently described and used in the service 
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analysis literature to identify and document thematic relationships between passages of text 

by labelling recurring factors in interview data (Spiggle, 1994; Strauss & Corbin, 1990). 

Sub-dimensions identified using this method included attitude, behaviour, expertise, 

ambient conditions, design, social factors, waiting time, tangibles and valence (Brady & 

Cronin, 2001). 

There is still a gap in defining and capturing service quality perception, which, 

when filled, will help improve service value. In the current study, this is important for the 

many expatriate workers in the UAE, whose quality of life will be shaped by the way they 

are settled into their new country. The implications for their satisfaction and favourable 

perceptions of the experience are significant in terms of the economic contribution they 

make to the country (Codó, 1971). As the later chapters reveal, the present study uncovers 

salient aspects of service quality, satisfaction and attribution in the context of SID; building 

on this, future studies may be designed to manipulate these factors in order to examine 

more closely their interactions. Value attributions, i.e. what a consumer ‘gets’ from a 

service, need to be more closely examined and the current study is well placed to do this. 

  

2.8 Service Quality and Service behavior 

Service behaviour construct is used to apply behaviour at the service level. Service 

behaviour control things like concurrency, throttling, management and service style. As 

organizations are now focusing on service behaviour concept, customers are getting more 

benefits of service quality. Service quality would represent company’s success failure. 

Encouraging the supervisors to more in-depth to get real time comprehensive information 
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that would help to understand their customers and their needs. Previous studies in relation 

to service quality and service behaviour are provided as follows: 

 Goswami (2007) examined the dimensions of service quality impacting on customer 

satisfaction in the life insurance sector, using a systematic design and a sample size of 232. 

The study, based on SERVQUAL measurement items, found responsiveness to be the key 

determinant of customer satisfaction. The results also indicate a need to introduce customer 

relationship management in the life insurance sector to improve customer satisfaction.  

In order to explain customer service behavior, Upadhyaya and Badlani (2011) 

attempted to identify the key success factors of service quality in the life insurance industry. 

Data were collected from 206 customers and the study, based on primary and secondary 

data, identified a need for improvement in the management of insurance companies, instead 

of highlighting satisfaction levels. The study also found that customer satisfaction was 

directly linked to organisational performance.  

 Parasuraman, Zeithaml, and Berry (1988) used 22 items to investigate the influence of 

SERVQUAL factors on perceptions of service quality. The dimensions of service quality 

were refined to be tangibility, reliability, responsiveness, assurance and empathy. The 

study found that service organisations can rely on the effect of SERVQUAL factors on 

these five dimensions alone in assessing the perceptions and expectations of customers. 

The model was also found to be helpful in improving service quality.  

 Parasuraman, Berry, and Zeithaml (1991) further refined the 1988 SERVQUAL model 

by investigating its use in areas including retail banking, insurance and telephone repair 

services. Analysis performed with a revised SERVQUAL framework identified tangibility 
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and assurance as important factors, thus providing consistent suggestions for the direction 

of further studies.  

 Brady and Cronin Jr (2001) further explained the contribution of SERVQUAL factors 

by proposing a multidimensional, hierarchical model for assessing overall perceptions of 

service quality. The new model sought to determine the role of attitude, behaviour and 

expertise in the interactional, environmental and outcome quality of services. The study 

concluded that the combination of these three measures of quality determines customers’ 

overall perceptions of service quality and that reliability, responsiveness and empathy are 

the main factors with the potential to improve service quality.  

However, when Jain and Gupta (2004) performed a methodological comparison 

between SERVQUAL and SERVPERFORM among a sample of restaurant customers in 

India, they found that SERVPERFORM explained variations in perceived service quality 

better than SERVQUAL did.  

 Azam (2005) then investigated attitudes among the customers of public and private 

sector insurance providers. This empirical research, in which 243 participants were 

surveyed, identified the main factors associated with improvements to customer attitude as 

the satisfactory settlement of claims, the financial strength of the insurance providers and 

the underwriting of risk.  

Location based services is defined as the context based service that utilize the 

location of the customers to adapt the service accordingly (Huang, Gartner, Krisp, Raubal, & 

Van de Weghe, 2018). It is often stated that the changes service location bring about will be 

dramatic, with some even going so far as to say that “this technological revolution will 

directly or indirectly affect in a significant way practically every person in the 
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industrialized world” (Mennecke & Strader, 2003). Service location are expected to create a 

radical paradigm shift in the way people live. However, service location themselves are far 

more developed than the available research on their potential societal implications. This is 

clearly not an ideal position for a technical solution which is considered too closely connect 

with people’s private lives, but also with the evident possibility to affect society at large. 

Thus it is vitally important to consider and provoke debate as to where society is headed 

with such technological capabilities and innovations. 

Customers who travel for holidays by plane are full of anticipation and tension most 

of the time; whereas business travellers want to keep minimal waiting times and make good 

use of it. Thus, it is very important for the airport authorities and immigration service 

department to offer passengers a trouble free comfortable stay and surroundings 

(Wattanacharoensil, Schuckert, & Graham, 2016). The services provided by SID and other 

services sectors can be distinguished from the selection of service establishment blooming 

in all other subsector ranging from security department, IT department, airport authorities 

and so on. SID derives its success from their ability to deliver services satisfying 

experiences to customers. Nevertheless, with the best customer oriented strategic plans and 

good quality control system can assure service delivery. SID which involves great amount 

of personal interactions among customers cannot avoid errors, mistakes, failures, and 

complaints in the process of service delivery.   

Service delivery failures can put the sector out of business by neglecting the cause 

of failure (Kerr & Tindale, 2004). Bitner, Booms, and Tetreault (1990) initiate the examination 

on service failures through critical incident technique (CIT) classified failures into three 

broad group: (1) employee responses to delivery system failures, (2) employee responses 
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to customer needs or requests, and (3) unprompted and unsolicited employee actions. 

Although there exist many sub-categories to the aforementioned three groups that may be 

operational in nature, the three classes effectively indicate that failures usually link to 

customer evaluations of interaction with some aspect of the service organization. Service 

delivery failures arise when service delivery performance does not meet the expectations 

of customers and can be classified as either pertaining to the outcome or the process 

(Othman, Zahari, & Radzi, 2013). Smith (2007) highlighted that a process failure happened 

when the core service carried in a flawed or incomplete way, resulting in poor benefit to 

the customer such as status or esteem. Conversely, an outcome failure happens when 

certain feature of the main service is not carried, instigating in the reduction of economic 

resources such as money and time to the customer. 

Also, because the customer is often involved in the service production, a distinction 

needs to be drawn between the process of service delivery and the actual output of the 

service. Grönroos (2000) suggests the process of service delivery is called technical quality 

and relates to what the customer gets from the service. Functional quality is associated with 

how the service is delivered. Both the technical quality and the functional quality determine 

the service company’s quality image (Boshoff, 2014). 

Public sector organisations have a multitude of purposes extending beyond service 

delivery; therefore, in order to develop services of high quality, they must consider the 

needs of a variety of stakeholders, including “service users and consumers, future or 

potential users, excluded and non-users, citizens, local communities, elected members, 

decision makers, employees, other public agencies, commercial and voluntary sector 

partners, professional associations and society as a whole” (Foster, 2000, p.7). The present 
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study nevertheless has a relatively narrow focus on the perceptions of current expatriate 

workers using the SID residence visa renewal service.  

From the review of the literature it can be concluded that delivering excellent 

service is the key to ensuring that customers will be satisfied, will be retained and will 

return. In order to provide good service delivery, there is a need to make a good first 

impression. This in turn requires the creation of a culture whereby customers are treated as 

family. Finally, if their comments or complaints are heard sympathetically, customers are 

more likely to enter into a relationship of lifelong loyalty.  

 

The remainder of this section is divided accordingly into three subsections, dealing successively 

with general impressions of the service, how it is delivered and how those delivering the service 

communicate with its consumers. 

2.8.1 General service impression 

Service quality refers to the customer’s overall impression of the organisation and its services 

(Bitner & Hubbert, 1994). General impressions of the immigration services delivered by SID are 

crucial in ensuring the quality of these services.  

Goswami (2007) examined the dimensions of service quality impacting on customer satisfaction in 

the life insurance sector, using a systematic design and a sample size of 232. The study, based on 

SERVQUAL measurement items, found responsiveness to be the key determinant of customer 

satisfaction. The results also indicate a need to introduce customer relationship management in the 

life insurance sector to improve customer satisfaction.  

In order to explain customer satisfaction, Upadhyaya and Badlani (2011) attempted to identify the 

key success factors of service quality in the life insurance industry. Data were collected from 206 
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customers and the study, based on primary and secondary data, identified a need for improvement 

in the management of insurance companies, instead of highlighting satisfaction levels. The study 

also found that customer satisfaction was directly linked to organisational performance.  

Parasuraman et al. (1988) used 22 items to investigate the influence of SERVQUAL factors on 

perceptions of service quality. The dimensions of service quality were refined to be tangibility, 

reliability, responsiveness, assurance and empathy. The study found that service organisations can 

rely on the effect of SERVQUAL factors on these five dimensions alone in assessing the 

perceptions and expectations of customers. The model was also found to be helpful in improving 

service quality.  

Parasuraman et al. (1991) further refined the 1988 SERVQUAL model by investigating its use in 

areas including retail banking, insurance and telephone repair services. Analysis performed with a 

revised SERVQUAL framework identified tangibility and assurance as important factors, thus 

providing consistent suggestions for the direction of further studies.  

Brady and Cronin Jr (2001) further explained the contribution of SERVQUAL factors by proposing 

a multidimensional, hierarchical model for assessing overall perceptions of service quality. The 

new model sought to determine the role of attitude, behaviour and expertise in the interactional, 

environmental and outcome quality of services. The study concluded that the combination of these 

three measures of quality determines customers’ overall perceptions of service quality and that 

reliability, responsiveness and empathy are the main factors with the potential to improve service 

quality.  

However, when Jain and Gupta (2004) performed a methodological comparison between 

SERVQUAL and SERVPERFORM among a sample of restaurant customers in India, they found 

that SERVPERFORM explained variations in perceived service quality better than SERVQUAL 

did. 
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Azam (2005) then investigated attitudes among the customers of public and private sector insurance 

providers. This empirical research, in which 243 participants were surveyed, identified the main 

factors associated with improvements to customer attitude as the satisfactory settlement of claims, 

the financial strength of the insurance providers and the underwriting of risk.  

The above review of empirical studies reveals that creating a good impression always helps to 

develop good customer relationships and increases satisfaction. This suggests that if frontline 

employees in SID do not have enough time to deliver the optimal level of service to their customers, 

then making eye contact or opening with a sincere greeting would help the customers to feel more 

comfortable and relaxed. Thus, it is expected that general impressions of service quality will be 

positively associated with customer service behaviour.  

As explained in the introduction to this section on the measurement of service quality, the focus 

now moves from general impressions to the actual delivery of the service. 

 

2.8.2 Service location 

Location based services is defined as the context based service that utilize the location of the 

customers to adapt the service accordingly (Chen, Thombre, Jarivan et al. 2017). It is often stated 

that the changes service location bring about will be dramatic, with some even going so far as to 

say that “this technological revolution will directly or indirectly affect in a significant way 

practically every person in the industrialized world” (Mennecke and Strader, 2003). Service 

location are expected to create a radical paradigm shift in the way people live. However, service 

location themselves are far more developed than the available research on their potential societal 

implications. This is clearly not an ideal position for a technical solution which is considered to 

closely connect with people’s private lives, but also with the evident possibility to affect society at 

large. Thus it is vitally important to consider and provoke debate as to where society is headed with 

such technological capabilities and innovations. 
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Customers who travel for holidays by plane are full of anticipation and tension most of the time; 

whereas business travellers want to keep minimal waiting times and make good use of it. Thus, it 

is very important for the airport authorities and immigration service department to offer passengers 

a trouble free comfortable stay and surroundings (Gaudiltz, 2015).  

Control emerges as a significant theme in the service location. It can be argued that service location 

has overarching element of control. Monitoring the immigrants are about controlling them. Many 

research works have been conducted to find effective ways to preserve user privacy and control. 

However, users want to preserve their privacy and prevent tracking from unauthorized access. 

There are two main privacy issues regarding LBSs: disclosing the customer’s current location and 

disclosing customer’s personal information. To preserve privacy in the user’s context information, 

anonymity has been adopted in LBSs for the purpose of blurring the user’s current location and 

blinding the service provider to the relationship between the user and the user’s requests. 

Recent works focuses on the development of security and location protection techniques in 

location-based service environments. Gobi et al. (2012) proposed a communication Framework 

using Data management Technique for Location Based Service (LBS). They proposed server side 

query Caching Technique to access the Location Based Services efficiently. Gurjeet et al. (2012) 

proposed an access control technique for LBS using positioning techniques. The objective of this 

work is to overcome unauthorized access.  

Therefore, a substantial increase in travelers in the global trotting generation have chased business 

objectives from the manual connection to digitally connected millennial generation. As the number 

of passengers in SID are increasing, the expectations of such passengers have risen too. Thus, 

services like real time information to the passengers; streamlined processes and higher level of 

personalized services in the location will increase the feeling of valued and important.   
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2.8.3 Service delivery 

The services provided by SID and other services sectors can be distinguished from the selection of 

service establishment blooming in all other subsector ranging from security department, IT 

department, airport authorities and so on. SID derives its success from their ability to deliver 

services satisfying experiences to customers. Nevertheless, with the best customer oriented 

strategic plans and good quality control system can assure service delivery. SID which involves 

great amount of personal interactions among customers cannot avoid errors, mistakes, failures, and 

complaints in the process of service delivery.  Service delivery failures can put the sector out of 

business by neglecting the cause of failure (Kerr, 2004). Bitner, Booms and Tetreault (1990) initiate 

the examination on service failures through critical incident technique (CIT) classified failures into 

three broad group: (1) employee responses to delivery system failures, (2) employee responses to 

customer needs or requests, and (3) unprompted and unsolicited employee actions. Although there 

exist many sub-categories to the aforementioned three groups that may be operational in nature, 

the three classes effectively indicate that failures usually link to customer evaluations of interaction 

with some aspect of the service organization. Service delivery failures arise when service delivery 

performance does not meet the expectations of customers and can be classified as either pertaining 

to the outcome or the process (Smith, Bolton & Wagner, 1999). Smith (2007) highlighted that a 

process failure happened when the core service carried in a flawed or incomplete way, resulting in 

poor benefit to the customer such as status or esteem. Conversely, an outcome failure happens when 

certain feature of the main service is not carried, instigating in the reduction of economic resources 

such as money and time to the customer. 

Public sector organisations have a multitude of purposes extending beyond service delivery; 

therefore, in order to develop services of high quality, they must consider the needs of a variety of 

stakeholders, including “service users and consumers, future or potential users, excluded and non-

users, citizens, local communities, elected members, decision makers, employees, other public 
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agencies, commercial and voluntary sector partners, professional associations and society as a 

whole” (Foster, 2000, p.7). The present study nevertheless has a relatively narrow focus on the 

perceptions of current expatriate workers using the SID residence visa renewal service. 

From the review of the literature it can be concluded that delivering excellent service is the key to 

ensuring that customers will be satisfied, will be retained and will return. In order to provide good 

service delivery, there is a need to make a good first impression. This in turn requires the creation 

of a culture whereby customers are treated as family. Finally, if their comments or complaints are 

heard sympathetically, customers are more likely to enter into a relationship of lifelong loyalty.  

 

2.8.4 Service communication/response 

A gap between the consumer’s expectations and the management’s perceptions of them (Figure 

2.2) arises when the service provider does not correctly perceive what the customer requires or 

wants. Alternatively, poor communication between frontline employees and customers is often 

considered to be responsible for generating such a gap between them (Esi, 2012). The language 

used in bureaucratic work represents the symbolic relationship between private and public, or 

between overt policies and the bureaucratic backstage (Codó, 1971). It reinforces the social 

meanings attached to language in the host country. In the cultural landscape of the UAE, which can 

be seen as shifting largely as a result of immigration, how language is used is significant in terms 

of the tension between welcoming and resisting expatriates. Language creates distinct interactional 

and relational spaces, in which expatriates are the outsiders and have to fit in and navigate in the 

dark, “where there is very little room for manoeuvre” (ibid, p.221). Expatriates are socialised into 

how to behave appropriately in order to be accepted into their new society.  

Indeed, research has shown that individuals applying for immigration sometimes felt obliged to be 

friendly and sympathetic to the difficulties of officials’ jobs and to demonstrate their willingness 

to integrate, in order to combat negative stereotypes (Sarangi & Slembrouck, 1996). Their own 
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mistrust was in turn based on discrimination in the host society, exacerbated by institutional 

practice. Expatriates in the Sarangi and Slembrouck (1996) study believed that they had received 

contradictory information and indicated uncertainty about institutional rationality and fairness. 

These feelings of being subordinate are unsurprising, as is the anxiety felt by someone in the 

position of an expatriate. The administrative powers of immigration control have evolved to 

become punitive in nature: over the years, immigration bureaucracies have garnered increasing 

power to keep expatriates under surveillance, incarcerate them or employ defensive measures 

against them, as they see fit (Bowling, 2007). 

Previous research has accessed clients’ perspectives and understanding in a limited way, without 

addressing the psychological aspects of their interactions and how this influences their perceptions 

of immigration services. It is hoped that the current study will be able to some extent to contribute 

to a better understanding of this issue. Actors on both sides of the organisational interaction are not 

dichotomously ‘good’ or ‘bad’ and do not operate in a social vacuum, while officials do not 

necessarily have individual agency (Codó, 1971). It is important for the present study to investigate 

the extent to which applicants for residence visas believe that SID officials do have such agency 

and whether and how they perceive them as wielding power over them. 

Experiences of the expatriate life can reasonably be argued to be shaped, at least to some extent, 

by the experience of immigration and can reasonably be related to the satisfaction and productivity 

of the individual immigrants and their willingness to remain in the country and to contribute 

towards its economic growth. For example, Morris’s (1985) case study evaluation of immigration 

services in the USA discusses neither the economic impact of undocumented workers and their 

dependents, nor the argument that illegal immigration has implications for a nation’s sovereignty. 

Do the expatriates in this study feel that they have to present themselves as ‘good expatriates’? Do 

they have the perception that the burden of communicating in the native language is on them? 

Research shows that some expatriates do learn to be good clients: they wait longer than advised, 
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they speak the native language and they do not bother officials with unnecessary questions, whereas 

others actively contest information, request more, complain about language discrimination and try 

to bring officials round to perceiving things from their point of view. 

Since how information is communicated is bound up with power and control, the fact that 

expatriates are at a linguistic disadvantage when entering the host country and that their first 

experience of that country, contact with immigration services, involves their being forced to relate 

in a sociolinguistic framework foreign to them must inevitably have important implications for how 

they perceive immigration practices and processes. How language is used affects how information 

is represented and the extent to which it is open to negotiation (Codó, 1971). 

There is a huge complexity of foreign communities with varying citizenship statuses living in the 

Gulf, including wealthy Iranians, professionals from the West, service sector employees originally 

from Russia, India and other Arab countries, construction workers from Pakistan and Sri Lanka. It 

is difficult to classify any kind of citizenship hierarchy based on a straightforward 

national/expatriate dichotomy; there are so many power dynamics in this context, based on 

nationality, religion, gender and ethnicity, amongst other factors, that the national/non-national 

distinction begins to appear less significant (Sater, 2013). 

Trade unions are not allowed in most Gulf countries and although there are professional 

associations in the UAE, only citizens may participate. Kuwait and Bahrain have begun to introduce 

trade unions, but their existence may be meaningless if participating in or interacting with them is 

made grounds for deportation, for example (Sater, 2013). All of this renders it more or less 

impossible for expatriate workers to marshal any kind of protest about their treatment, while the 

very “institutionalised illegality” (ibid, p.297) and undocumented nature of visa renewal, 

deportation and other immigration procedures also makes it very difficult for migrant labourers to 

follow any kind of legal path of protest against exploitation or unfair treatment (Sater, 2013). 

Furthermore, the vulnerability that this confers on expatriates—especially expatriate women with 
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dependents at home, who become involved in care work or illegal sex work—adds to the value of 

the immigration system and the attractiveness of not addressing and instituting policy reform, as 

both directly and indirectly increases access to wealth for the professional classes (ibid). The state 

is effectively relieved of the responsibility of providing protection and welfare for expatriates and 

can concentrate its resources on providing economic opportunities for its national population (Sater, 

2013).  

This discussion shows how the Middle East fits with global trends in terms of citizenship rights 

differentiation (Castles, 2006). Industrialised nations tend to have many undocumented illegal 

workers as a result of restrictions on immigration, whereas in the Arab Gulf states the migration 

process is more formal, but ironically results in many of the same difficulties (Sater, 2013). From 

a psychological point of view, it appears that the fears and paranoia surrounding cultural alienation 

and the dissolution of national identity are similar in the Middle East and in industrialised countries. 

In both cases, this represents a significant barrier—perhaps the most significant—to instituting 

reform and extending citizenship rights to migrant workers (Sater, 2013). It is hoped that the 

developmental objective may lead to citizenship status reform in the realms of property and 

residency rights for expatriates (Salinas, 2006). 

In 1996, a large number of Indian expatriate workers were forced to return home owing to policy 

changes made by the UAE government (Zachariah, Prakash & Rajan, 2003). A very sizeable 

volume of remittances is documented from the UAE to India (Zachariah, Prakash & Rajan, 2003). 

The International Labour Organisation (1989) classifies international migration for employment 

purposes under two main categories: settlement migration and contract migration. Settlement 

migration refers to the traditional type of migration, from one country to another to secure a job 

and to settle in the new country. Contract migration refers to cases in which official access is 

granted to enter a country on the basis of an already accepted job position. A contract is usually set 

up on the employee’s behalf by the employer, in association with the industry, company or 
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enterprise the employee will work for (collective contract migration is also called block visa 

migration, as distinct from individual contract types (Anderson and Rogaly, 2005).  

Among the many alternative classifications of migration, another system categorises migrant 

workers as being allowed entrance into a country to carry out seasonal, project-tied, contract, 

temporary, established or highly skilled work. Under this system, it is made clear that such people 

are working in a country other than their own and under a contract that limits their length of stay 

(Zachariah et al., 2003). Individuals in such a position are typically not allowed to change jobs and 

the understanding is that they must leave the country once their specific employment is completed, 

or even when the contract expires, regardless of whether there is still work available in the same 

position. In this way, they are not citizens of the country and are not entitled to any kind of freedom 

of movement, employment, etc. (Erlinghagen, 2008). Contract and visa renewals are sometimes 

granted, but these are not guaranteed and the migrant worker is completely at the mercy of the 

government agency and those implementing immigration policy, whether through legal or illegal 

channels (Sophal, 2009). Contract migration far outweighed settlement migration during the 1970s 

and 1980s, and a study by the United Nations found that most countries preferred the hiring of 

temporary contract workers to fulfil short-term labour requirements rather than admitting migrants 

as full residents; indeed, international migration policies and programmes are overwhelmingly 

weighted in this direction (Zachariah et al., 2003). 

The government undertakes to facilitate quick, efficient entry for legal migrants and effective 

detection and removal of immigration offenders; the ever-present conflict between service and 

enforcement in immigration control comes to the fore here. Procedures that were originally 

intended to be administrative in nature may acquire a punitive flavour, and the bureaucracy of 

immigration appears to be experienced as such by both expatriates and those with whom they may 

be indirectly involved (Bowling, 2007). These issues are explored in the current study. 
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It is important to consider how the unspoken rules of appropriate conduct are perceived and whether 

expatriates have a strong sense of being expected to abide by such rules. The present study sets out 

to determine whether SID clients feel that they are being classified negatively, seen as subversive 

and troublesome, even in subtle ways that are difficult to pinpoint. If so, it seeks to illuminate what 

makes them feel this way by examining the role of specific cues and indicators such as tone, 

register, vocabulary and body language which may lead them to experience their interactions with 

SID officials as dominant-subordinate.  

The above review of the literature has confirmed that service communication is critical to improve 

behaviour and other outcomes. Service communication or response can be used to strengthen and 

improve long-term maintenance of behaviour. In order to develop better communication strategies, 

SID officials need to identify and understand the key factors, including knowledge, attitude and 

social norms, that lead their customers to perceive the service differently or to behave in particular 

ways towards it. With this in mind, the next section considers the potential mediating role of SID 

culture.  

 

2.9 Culture as mediator 

Culture is defined in this study, in keeping with the views of Schein (Maas, 1999; 

Schein, 1999), as “the sum of all the shared, taken-for-granted assumptions that a group has 

learned throughout its history” (Verghese, 2011). From this perspective, to ensure customer 

satisfaction, effective organisational practices must be embedded within a customer-

oriented organisational culture.   

Even though the service sector have been given high importance, the role of culture 

towards customer expectations have not been explored. (Tsoukatos & Rand, 2007) stated that 

there is a need to explore the role of personal cultural values towards the consumer’s 
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behaviors in service sectors. Similarly, Setyaningrum (2017) stated that service companies 

are investing all resources in order to increase service quality towards customers. Agwu 

(2013) found that organization culture is associated with organizational outcomes like team 

effectiveness and organizational performance. There are various studies who have 

investigated culture as mediating construct for eg (Arif, Zahid, Kashif, & Sindhu, 2017) 

examined the role of organizational culture between leadership exchange and change 

management and found that poor quality of leadership reduces the preemptive behaviour 

and reduces commitment towards job. In addition, focused on hard and soft skills of 

employees in order to improve innovation with the help of culture as mediating construct. 

They found that to ensure that the organization can be adaptive and competitive, 

organization need to empower their employees materializing through organizational 

culture.  

The extent to which the organisational culture of SID  mediates the relationship 

between service quality and customer service behaviour is best examined within the 

framework of an understanding of the wider political and social culture of the UAE. Thus, 

it is germane, for example, that the reputations of the Gulf state countries are said to suffer 

because of the non-payment of migrant workers’ wages and the poor provision of housing 

for construction workers (Sater, 2013). Furthermore, there is a growing population of 

second- and third-generation UAE natives with expatriate heritage in the country who do 

not appear to feel that they belong to the state and there is evidence that they are not loyal 

to it (ibid). The emotional attachment of expatriate residents born and raised in the UAE is 

low and their sense of not belonging causes them to feel disinterest in political matters and 

that they have no stake in the political system, thus impeding “a work and life ethic that 
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surpasses immediate economic interest” (Sater, 2013, p.297). Among the other 

consequences are that social cohesion, a sense of community and participation in charity 

work are all weakened, that neighbouring countries tend to poach the most qualified 

jobseekers, that some native Emiratis turn to outside ideologies, raising security concerns 

over Iranian influence and nuclear threats, for example, and that policy implementation is 

compromised, as exemplified by the slow progress of Emiratisation (Sater, 2013). Research 

has shown that how long people have remained unemployed determines how long they will 

subsequently remain in employment (Toledo, 2013), putting pressure on the UAE 

authorities to resolve this issue as quickly as possible. The problematic aspect of the 

Emiratisation policy is that it equates economic progress in the country with employment 

and not with productivity; in other words, meeting Emiratisation targets does not guarantee 

the achievement of a competitive labour force. Similar policies are being implemented in 

pursuit of similar goals in other GCC states, namely Saudi Arabia (Saudisation), Oman 

(Omanisation), Kuwait (Kuwaitisation), Bahrain (Bahrainisation) and Qatar (Qatarisation) 

(Toledo, 2013). 

Against this background, the organisational culture of immigration control agencies 

such as SID and its effect on their implementation of government policy can be seen as an 

aspect of the involvement of local agencies in determining immigration policy. In the UK, 

for example, there is evidence of significant conflict among the different state agencies, 

which are variably influenced by anti-racist legislation and attitudes, as well as by 

organisational culture in terms of obligation to the community and not appearing to operate 

as an investigative arm of the state. Individual cases involve negotiations, with outcomes 

dependent on the local balance of power (Düvell & Jordan, 2003). 
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One of the challenging aspects of research into the ways in which organisational culture 

may mediate the relationship between service quality customer service behaviour is the 

measurement of cultural values. Many studies have adopted the framework of cultural 

dimensions developed by Hofstede (2001), but this model applies at the national level and 

disregards differences in cultural values within the same country, such as those between 

different age groups. Thus, there is a need to identify suitable instruments to measure 

individual-level cultural values. If it is recognised that culture influences behaviour at all 

levels, it follows that organisational culture and motivation are key factors in every 

organisation, whose success will depend on inculcating a strong culture and taking serious 

action to invest its members with appropriate norms and values (Anitha and Begum, 2016). 

However, research in this area is limited to a handful of studies (e.g. Donthu & Yoo, 1998; 

Furrer et al., 2000; Yoo & Donthu, 2002; Kanousi, 2005) and the scales that have been 

proposed lack follow-up studies to provide empirical validation. In addition, little has been 

done to test empirically the factor structure of Hofstede’s cultural dimensions, as the 

majority of marketing research studies, for example, rely on his measurements of national 

culture without collecting primary data on cultural values. 

Schwartzman (1993) suggests that “the small cultural worlds of the powerful and 

the powerless” need to be researched. Although there is a substantial body of research on 

the former, there is a paucity of work on the latter. The current research aims to address 

this gap by examining the personal experiences and perceptions of expatriate workers in 

Sharjah. Goffman (1983, p.14) argues that it is crucial to examine the “multiplicity of 

micro-encounters in which expatriates engage” in order to understand how the immigration 

process positions them in society. The rationale for the current study is that expatriates’ 
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experience of this process is critical in understanding their role and position in the host 

society, which is fundamentally related to their contribution to the economy and to cultural 

conflicts. Interactions between expatriates and the host population essentially constitute 

their experience in the society and help them to locate themselves in the community 

(Goffman, 1983). On this note, it is significant that the vast majority of foreign people 

working legally in the UK “have some historical, cultural and possibly linguistic 

connection with the country” (Düvell & Jordan, 2003, p.311). 

Having explored work relevant to the role of organisational culture in the 

interactions under consideration, this review of the literature now turns to the concept of 

customer service behaviour.  
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CHAPTER THREE 

SID CULTURE 

 

3.1 Introduction 

This chapter discusses the concept of organizational culture in the context of SID. 

This section includes relevant literature on the concept of culture and behavioral 

instruments. Organizational progress in this era of rapid globalization is very closely 

related to changes, which are often so fast and very difficult to predict but have a huge 

impact on the organization's future (Marković & management, 2008). An organization is 

required to be able to compete so that it can survive in global competition. Strategies to 

always can compete, namely by strengthening organizational capacity, redesigning 

organizational structures, and creating behaviors or competencies for human resources 

(Annarelli & Nonino, 2016). 

 

3.2 Immigration services in SID 

Slow economic development in low-income countries contributes to migration 

pressure and many other factors have an impact on migration. Migrant workers constitute 

90% of the private labour force in the UAE (Kapiszewski, 2017). Many industries have 

survived due to ready availability of cheap migrant labour. The percentages of natives by 

labour category in Dubai and Abu Dhabi are: managers 51%; professional and technical 

assistants 32.5%; clerk’s 40.46%; sales and service workers 10.3%; skilled workers in 

agriculture 1.37%; craftsmen 1.13%; operation workers and drivers 2.47%. Differences 
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between these two Emirates in the proportions of natives and migrant workers are due to 

the larger public sector in Abu Dhabi, which employs many natives (Toledo, 2013). While 

recognising the major benefits of hiring expatriate labour and the strong need to do so, the 

UAE authorities now also seek to create and reserve jobs for the native population and this 

is seen as both an economic and a political issue. 

During the 1990s, visa applications by unskilled labourers from India, Bangladesh 

and Pakistan were no longer accepted by the Ministry of Labour and rigorous steps were 

taken to repatriate unskilled migrant workers who had entered the UAE illegally. Measures 

were introduced to make it very expensive for companies to hire unskilled labourers; 

foreign labourers were replaced with natives in the public sector as part of the Emiratisation 

policy; UAE nationals working in the private sector were granted the same social security 

and welfare benefits as those in the public sector; private sector employees over 60 years 

of age were no longer allowed to renew their labour cards, with the exception of certain 

professionals; and employers now had to pay a substantial amount to apply for work visas 

for their employees (Zachariah, Prakash & Rajan, 2003).  

Düvell and Jordan (2003) reported that a similar set of immigration policies 

emerged around the same time in the UK, whereby “articulations between government 

agencies” were strongly encouraged. Although ‘joined-up government’ was proposed, it 

appears that such links were highly selective and operated only amongst certain agencies; 

the redefinition of economic migration as a labour market issue meant that it could be 

linked with business interests, which was beneficial to certain government agencies but not 

to others.  
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In the UAE, the sponsorship system was often abused by employers in order to sell 

work visas at high rates when they could not in fact provide work for the expatriates at all 

(Matloff, 2002). Their visa specifications allowed expatriates to work for other employers, 

thus creating a large body of illegal workers; despite having entered the UAE legally, they 

were eventually required to accept whatever work was available, often under illegal 

conditions, leaving them vulnerable to exploitation (Zachariah, Prakash & Rajan, 2003). 

The retention of passports by employers severely restricts employee mobility and 

violates a basic human right; in Russia, Tyuryukanova (2005) found that an employer would 

often refuse to release an employee’s passport, citing minor labour violations or other 

issues, and that such workers had no recourse to legal remedy. Similarly, Zachariah, 

Prakash and Rajan (2003) report that migrants to the UAE were denied their passports on 

wanting to return to India. Some wage disputes were resolved at the level of the Ministry 

of Labour and Social Affairs; the rest were referred to the courts, but dedicated labour 

courts do not exist in the UAE and these cases take an extremely long time to be settled 

and are very costly; it is therefore almost impossible for a migrant worker to launch such a 

case independently and to see it through to its resolution. Thus, migrant workers are faced 

with the choice either of accepting the conditions and working at the mercy of their 

employers, or of returning to India (Harriss-White, Prosperi, & Weekly, 2014). 

Only workers with a salary above a certain amount are allowed to bring dependents 

to the UAE, leaving about 75% of immigrant workers unable to do so and resulting in 

serious social and psychological problems, especially notable in young, newly married 

male migrants (Metcalfe, 2011). “It is reported that UAE immigration authorities are 

rejecting applications from Indian emigrants who satisfy the salary norms to bring their 
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wives and children on flimsy grounds. The policy of rectifying the demographic imbalance 

is the reason for imposing these restrictions” (Zachariah, Prakash & Rajan, 2003, p.168) 

There were no increases in wages throughout the later 1990s, owing to the reduced 

migrant worker demand and new immigration policies. A reduction in non-wage benefits 

also effectively reduced the net earnings of expatriate workers, whose situation was 

exacerbated by increasing immigration costs, including travel, visa renewal and 

accommodation (Fakiolas, 2000). Not renewing labour visas for those in the private sector 

over 60 years of age means that many Indian expatriates were forced to retire, while the 

cost of visa renewal is insurmountable for many expatriates (Zachariah, Prakash & Rajan, 

2003). The privatisation of public utilities in the UAE means that Indian expatriates who 

used to receive non-wage benefits along these lines in accordance with public sector 

benefits may lose such benefits. 

The aims of the Emiratisation immigration policy were to give priority to 

employment for UAE nationals and to reduce the unemployment rate in the UAE 

(Mashood, Verhoeven, & Chansarkar, 2009). Nationals have replaced foreign employees in 

some positions in the public sector, including the Emirates Telecommunication 

Corporation (Zachariah, Prakash & Rajan, 2003). Emirati nationals are encouraged to fill 

top-tier technical and administrative jobs (Wagie & Fox, 2005). UAE students attend higher 

education establishments in Europe so that they can contribute to the native workforce on 

their return. Private social security benefits, including retirement pensions, disability 

benefits and death compensation, have been put on a par with public ones (Hacker, 2002). 

It has been proposed that work visas not be issued to outsiders for professional positions 

that could be occupied by UAE natives, which spells an en masse retrenchment for Indian 
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migrant workers in the public sector, including government departments, as well as in 

banks and other private sector organisations (Zachariah, Prakash & Rajan, 2003). 

It appears that in future, only skilled expatriate workers will be needed, due to the 

concerted national effort to train natives to fill unskilled labour positions and changes in 

policy to Emiratise and protect national identity (Randeree, 2009). Further, anyone involved 

in any kind of immigration offence, including facilitating illegal immigration or employing 

illegal expatriates, is now subject not only to political and legal but also to moral judgment 

(Bowling, 2007). Migrant labour has been indispensable to advancing the developmentalist 

ideology of the Gulf States: it has provided inexpensive labour that feeds revenue back into 

the state and its nationals while avoiding the responsibility of providing them with welfare 

benefits. For its citizens, the UAE is a welfare state; for example, unemployed natives 

receive the same kinds of benefits as the unemployed in some European states. All 800,000 

Emirati citizens also receive free education and health care, as well as subsidised utilities, 

including interest-free loans to build houses and marry. There is a paucity of research on 

whether such subsidies and support measures depress the productivity of native workers, 

but anecdotal evidence suggests that they may at the very least limit it. Many undergo 

training in the private sector, then quit their training or move to work in the public sector, 

for better wages and shorter working hours. Furthermore, it is not straightforward to 

dismiss Emiratis; indeed, sacking Emirati workers is banned by law, “except under very 

specific conditions” (Toledo, 2013, p.41). 

According to Sharjah International Airport (2017) statistics, its passenger traffic 

has increased continuously, with more than 37,000 aircraft movements involving a record 

number of 5.5 million people in transit during the first half of 2017 reflecting the rapid 
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growth in workload of SID. This led to significant gap between the service quality of which 

SID is capable and that which it delivers, due in large part to its failure to implement 

effective measures to improve its procedures. Expatriates as customers of SID are less 

satisfied with the services than with the immigration services provided by other emirates.  

Negative perceptions of SID services are related to concerns about discrimination, 

professionalism, quality of service, service location, time delivery, fees and accuracy of 

services. Expatriates as customers of SID are less satisfied with its services than with the 

immigration services of any other Emirate. Ho (2012) examined the effects of location on 

individual’s intention to use services and found that lack of perceived novelty and 

consumer based involvement influence the location precision. Thus, additional research is 

required to having expatriates understanding of service quality, and their satisfaction and 

the way expatriates actually experiences the services offered by SID.  

 

3.3 Service Related Culture 

A strong and long-established organizational culture can have a direct effect on the 

behaviors and actions of the members of the organization. There is much evidence that an 

organization's effectiveness is attributed to its good culture, making the company more 

festive and therefore more successful. An organization will seek to improve employee 

performance to achieve the goals of the organization. Organizations' various efforts to 

enhance employee performance can be made through education and training, providing 

compensation, meeting employee needs, creating a comfortable working atmosphere, etc.  

The organizational culture will form the character of work and work interaction 

patterns in the organization. According to Napitupulu (2018) organizational culture is very 
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influential in shaping and giving meaning to organizational members to behave and act that 

is passed down from one generation to the next as an organizational character. A strong 

organizational culture and has long been formed will contribute significantly to members 

of the organization in terms of a clear and straightforward understanding of a problem 

being resolved. Culture has a substantial impact on the beliefs and actions of the members 

of the company. There is a lot of evidence that an organization's effectiveness is attributed 

to its good community, making the company more positive and eventually more successful 

(Brahmasari & Suprayetno, 2008). 

Although the findings from Kemp and Dwyer (2001), Koutroumanis (2005), Jogaratnam 

(2017), and Radojevic, Stanisic, and Stanic (2019) all demonstrate the need to examine 

organizational culture in hospitality, the aforementioned studies fail to offer specific 

instruments with which to assess fit between individuals and their organizations, despite 

the fact that, for many years, researchers have theorized that fit between individuals and 

their organizations (person-organization fit) contributes to organizational success.  
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CHAPTER FOUR 

RESEARCH METHODOLOGY 

4.1 Introduction 

Qualitative and quantitative method was used to investigate the service quality 

construct. A well-established framework within which to conceptualise customer 

satisfaction is the disconfirmation of expectations paradigm, which states that consumers 

form their perceptions of how satisfactory a service was by comparing their expectations 

of how the service should be delivered with how it actually was delivered. Similarly, 

Parasuraman et al. (1985) conceptualise service quality as equivalent to the gap between 

expectations and delivery. This gap model of service quality was initially used 

qualitatively: Textual data were coded into categories to ensure that it had been entered 

appropriately (Hsieh & Shannon, 2005).  

This chapter sets out the methodology adopted in pursuit of the research objectives 

listed in Chapter 1. Section 4.2 begins by explaining the choice of research paradigm, 

justifying the adoption of a qualitative approach and the use of deductive techniques. 

Sections 4.3 insights the role of researcher and 4.4 then describe the research design and 

the approach taken to population and sampling. Details of the research approach (4.5) are 

followed by an explanation of the collection of qualitative data on the delivery of services 

by SID, by means of a semi structured interviews with managers and frontline staff in 

Section 4.6 together with data validity and reliability discussions in Section 4.7. Section 

4.8 discusses the different data analysis techniques whereas Section 4.9 highlights key 

limitations. Finally, consideration of ethical matters are provided in Section 4.10. 
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4.2 Research Philosophy 

The meaning  of  philosophy  is  the  love of wisdom;  this  is  derived from the  Greeks 

(Cavalier, Pardalos, Soyster, & research, 1990; Cazeaux, 2017).  (Žukauskas, Vveinhardt, 

Andriukaitienė, & Responsibility, 2018)  pointed  out  that  philosophy  entails  thinking  

about questions, giving interpretations, trying out ideas and thinking of strong arguments 

for  and  against  and  wondering  how  concepts  indeed  work.  It  also  provides  a structure 

for  thinking,  helps to expand areas of thinking and improves the alignment between what 

we think and what we do. As Qutoshi and Development (2018) noted,  there are three key 

crucial factors for understanding the philosophical issues of research: clarification of the 

research design; identification of the  suitable  design;  and  supporting  the  researcher  in  

identifying  the  design  or  the value of other designs, particularly those that might have 

been disqualified in his/her past  experience.  The  two  main  philosophical  positions  of  

social  research  and,  by extension,  most  construction  management  research,  are  

ontological  and epistemological considerations (Bryman,  2008), which are discussed in 

more detail below. 

4.2.1 Ontological considerations 

Ontology  relates  to  the  nature  of  reality  and  its  qualities  (Creswell,  2007).  In  this 

case, a researcher uses quotes and themes in the words of the participant s and then seeks  

to  give  proof  of  dissimilar  perspectives  and  experiences.  Chergui, Zidat, Marir, and 

Sciences (2018) disputed that ontology is related to accomplishment of knowledge about 

the nature of being  and  reality.  Bryman  (2008)  pointed  out  that  ontological  

considerations  are concerned  with  two  positions:  objectivism  and  constructivism.  
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Objectivism emphasises that social phenomena and their meanings depend on an existence 

free of  social  actors.  Conversely,  constructivism  confirms  that  social  phenomena  and 

their meanings are constantly being achieved by social actors. Similarly, (Fitzgerald & 

Howcroft, 1998) indicated  that  there are  two  types  of  ontological  position:  the realist 

and the relativist. The realist position views the external world as comprising hard and 

tangible structures that pre-exist  independently of an individual’s  ability to acquire 

knowledge about them; it is considered practical and not concerned with an abstract or 

idealistic view of life. However,  the relativist position observes reality as being directed 

by socially  transmitted terms and diverges according to language and culture. It holds the  

existence  of  multiple  realities as subjective constructions of the mind. In this view,  ideas 

such as right  and  wrong, goodness and badness,  or truth and falsehood could vary from 

culture to culture and situation to situation. 

4.2.2 Epistemological considerations 

To  choose  the  research  design  and  analytical  processes,  it  is  important  that  the 

researcher is capable of distinguishing which of the epistemological traditions she/he has  

chosen  to  work  within (Bridges & Watts, 2008).  Epistemological  subjects  deal  with 

questions of knowledge tolerability within a discipline. They are associated with "how we  

know"  and  the  methods  by  which  knowledge  is  achieved  (Bryman  2008). 

Nevertheless, epistemological positions fall into broad categories such as positivist or 

interpretivist (Slevitch & Tourism, 2011). With an epistemological statement, researchers 

should  aim  to  get  as  close  as  possible  to  the  participants  being  studied  and  staylonger 

in the field so as to understand the participants’ issues. 
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4.2.3 Constructivism and interpretivism 

According  to  Creswell  (2007),  the  constructivist  position  is  often  joined  with 

interpretivism.  Thus,  meanings  are  formed  through  interaction  with  others  through 

individuals’  lives.  Similarly,  Grbich  (2007)  indicated  that  constructivism  and 

interpretivism  assume  that  there  is  no  objective  knowledge  free  of  thinking; 

consequently,  knowledge  is  constructed  mutually  in  interaction  by  the  researcher and 

the participants, in contrast to objectivism and positivism. Fellows and Liu (2008) argued  

that  reality  is  constructed  and  derived  by  observations  and  perceptions  to classify  

truth  and  reality  from  the  participants’  collective  perspective.  According  to 

constructivism  and  interpretivism,  there  is  not  only  one  reality,  but  numerous realities, 

so a collective mentality is constructed and that is likely to develop  over the course  of  

time  (Guba & Lincoln, 1994).  Creswell  (2007)  argued  that,  in  these positions, 

individuals search for understanding of the situation in which they live and work,  in  order  

to  develop  subjective  meanings  of  their  experiences  that  lead  to certain  objects  or  

things.  The  range  and  multiplicity  of  meanings  leads  the researcher to focus on the 

complexity of views instead of a few categories or ideas. In such a position, more open-

ended questions are better, as the researcher listens attentively  to  the  interviewee  and  

also  asks  probing  questions  when  necessary. Consequently,  interpretation  can  be  made  

through  findings  and   is  also  shaped  by interviewees’ experiences and background. 

Grbich (2007)  highlighted  the  major  characteristics  of  constructivism  and 

interpretivism, which are as follows: 



66 
 

 The  research  focus  is  on  exploration  of  the  way  people  interpret  and  make 

sense of their experiences in targeted situations to know the impact of these 

situations on constructed understandings;  

 the researcher constructs and imposes understandings through interpretation which 

is limited by the framework  derived from his/her experiences in these situations: 

and  

 subjectivity  and  inter-subjectivity  depend  on  the  researcher’s  constructed views 

and the reconstruction of views through interaction with others, which are all of 

interest. 

Significantly, these positions are more likely to feature in qualitative studies (Mays & Pope, 

2006). 

4.2.4 Positivism and Post-positivism 

The  main  impression  of positivism is that the social world exists externally, and that its  

belongings  should  be  measured  through  objective  methods,  rather  than  being inferred 

subjectively through sensation, reflection or intuition (Easterby, 2012). August Comte 

(1853, p.3) was the first person to encapsulate this view by Saying:  “All good intellects 

have repeated, since Bacon’s time, that there can be no real knowledge but that which is 

based on observed facts.” 

This statement contains two assumptions: first, an ontological assumption, that the reality  

is  external  and  objective;  and  second,  an  epistemological  assumption,  that knowledge  

is  only  of  significance  if  it  is  based  on  observation  of  external  reality. Mutongi and 
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Research (2016), stated that positivism is an epistemological position that advocates the 

application of the meth ods of the natural science to the study of social reality and beyond. 

But the term stretches beyond this principle, though the constituent elements vary between 

authors. 

(Mutongi & Research, 2016), Bryman and Bell (2011, p. 15) mentioned five key concepts 

of positivism: 

1.  Only phenomena and  hence  knowledge  confirmed  by  the  sense  can genuinely be 

warranted as knowledge (the principle of phenomenalism). 

2.  The purpose of theory is to generate hypotheses that can be tested and that will  thereby  

allow  explanations  of  law  to  be  assessed  (the  principle  of deductivism). 

3.  Knowledge is arrived at through the gathering of facts that provide the basis of laws 

(the principle of inductivism). 

4.  Science must (and presumably can) be conducted in a way that is value free (that is, 

objective). 

5.  There  is  a  clear  distinction  between  scientific  statements  and  normative statements 

and a belief that the former are the true domain of the scientist. 

The last principle is implied by the first because the truth or otherwise of normative 

statements cannot be confirmed by the senses. 

As  a  result,  positivism  shows  the  role  of  research  as  the  grouping  of  empirically 

verifiable data which can be used to obtain  generalizable  propositions that can be 
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thoroughly tested in order to arrive at laws or theories.    In order to arrive at these laws  or  

theories,  positivists  tend  to  take  up  statistical  analysis  which  entails  large sample  

sizes.  This  is  thought  to  raise  external  validity  and  generalisability  of  the conclusions 

(Hair et al. 1987). 

Table.4.1: Difference between positivist and interpretivist philosophy 

Positivist Interpretivist 

There is a basic belief that the world is 

external, observer is independent and science 

is free of value 

There is a basic belief that the world is 

constructed socially and subjective. Science is 

driven by human and observer is part of what 

is being to be observed. 

 

Research should focus on the facts, look for 

causality and fundamental laws. Researcher 

should focus on reducing phenomena to 

simple elements and formulate hypothesis 

and test them.  

 

Researcher should focus on meanings, try to 

understand what is going on and look closely 

at the situation to develop ideas through 

induction. 

Preferred method for positivism is 

operationalizing the concepts and measure 

them with the help of large samples. 

Preferred method for interpretivism philosophy 

is of using multiple methods to come up with 

different phenomena using small sample to be 

investigated in detailed manner over time.  

Source: Easterby-Smith et al (2012) 

Post-positivism  represents  the  modified  view  of  modern  science.  The  rationale  for 

post-positivism  inquiry  is  to  accommodate  the  criticism  of  positivism,  without  losing 

some  of  its  key  elements.   

According  to  Creswell  and  Plano  Clark  (2007,  p.  22),  postpositivism  is  often 

associated  with  quantitative  approaches.  Researchers  make  claims  of  knowledge based 

on: 

1.  Determinism or cause-and-effect thinking; 
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2.  Reductionism: by narrowing and focusing on select variables to interrelate; 

3.  Detailed observations and measures of variables; and 

4.  The testing of theories that are continually refined (Silf and Williams, 1995). 

 

4.2.5 Realism 

Easterby-Smith  et  al.,  (2012,  p.  345),  defined  realism  as  an  ontological  position 

which  assumes  that  the  physical  and  social  worlds  exist  independently  of  any 

observations made about them. According to Bryman and Bell (2011, p.  17), realism 

segments  two  features  with  positivism:  a  belief  that  the  natural  sciences  can  and 

must  put on  the same kind of  method  to the collection of data and to explanations, and a 

guarantee  to the view that there is an external reality to which scientists direct their 

attention (in other words, there is a reality that is separate from our descriptions of  it).  In  

many  respects,  realism  falls  between  the  two  ends  of  positivism  and interpretivism 

on the band of research approaches (Table  4.1).  Realists share with positivists  the  belief  

that  a  reality  exists  outside  and  free  of  human  thoughts  and beliefs  (Saunders  et  al.,  

2003).  Within  the  social  sciences,  this  external  reality  is reflected in the existence of 

large-scale social forces that impact on people,  in  spite of  whether or not they are alert  

to  the existence of these social forces.  On the other hand, realists also  realise  that human 

beings are not merely scientific objects that can be studied but that socially constructed 

beliefs will  impact on their  behaviours and interpretations of events  (Saunders  et al.,  

2003).  In this regard, realists share some  of  the  same  values  as  interpretivists.  Thus,  

realism  makes a  less  ambitious attempt than positivism to prove true  knowledge since 
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some social phenomena are context  dependent,  making  them  difficult  to  measure.  

Nevertheless,  realists  try  to label and measure these phenomena, taking into account the 

social forces that may affect any resulting findings (Fisher, 2004). 

Within  the  realism  school  of  thought,  critical  realism  goes  further  by  arguing  that 

there  are  diverse  layers  to  our  understanding  of  knowledge.   (Laclau & Bhaskar, 

1998),  who first  developed  the  theory  of  critical  realism,  argues  that  there  are  three  

levels  of reality.  Experience forms  the first,  and  also the  most  limited  level  of  reality;  

this  is what is seen on a personal level but does not essentially reflect reality. At the second 

level,  events  are  things  that  a  person  does  not  have  first-hand  experience  of  but 

interprets  through  their  own  experiences.  Ultimately,  at  the  innermost  level, 

mechanisms are the reason for the occurrence of events, as events do not happen out of 

nothing.  A quality of this third and most complex level is that, while there is an awareness 

that mechanisms exist, they cannot be directly experienced and can only be logically 

inferred (Fisher 2004).  

Consequently,  the  main  driver  for  critical  realists  is  an  effort  to  unearth  the  deep 

mechanisms that lie beneath the reality which is seen and observed. (Laclau & Bhaskar, 

1998)  argues that  “we will only be able to understand  –  and so change  –  the social 

world  if  we  identify  the  structures  at  work  that  generate  those  events  and discourses”. 

It is vital to note at this point that it would be naïve to presume that any   researcher within  

a  particular  school  of  thought  would  concur  completely  with  all  the characteristics 

of that particular school of thought.  The central tenets of the above research approaches 

have been developed over time and have collectively come as one  to  represent  the  

different  philosophies  (Easterby-Smith  et  al.,  2002).  The philosophies in themselves 
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show varying degrees of extremism portraying different characteristics. The continuum is 

shown in Figure 4.1 below: 

 

Figure.4.1: Continuum on objective and subjective approach 

Source: (Morgan & Smircich, 1980) 

This study follows realism and positivism philosophy for the mixed method approach. 

Realism philosophy helped the research to identify concrete information and construct the 

framework, whereas; positivism philosophy helped the researcher to confirm the model by 

observing the social reality and confirm the phenomena.  

 

4.3 Research paradigm 

Triangulation methods (both qualitative and quantitative) were considered most 

appropriate for the present study, for two reasons. First, it seeks to provide rich descriptions 

and a deep understanding of certain phenomena in their natural setting (Lazaraton, 2005). 
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Second, the study is confirmatory. It investigates the meaning and experience that people 

bring to a process, requiring the researcher to explore real-life experiences (Gummesson, 

2000), in this case, what influences how expatriates to the UAE perceive immigration 

services and the meaning they derive from their experiences of these services and the 

government agencies providing them.  

The purpose of mixed analysis is to examine and re-examine thoroughly the 

language of the text and the messages and meaning it conveys, in order to be able to distil 

this meaning into its essence, communicate it and present it according to organised and 

meaningful categories that are useful in answering the research question, generating or 

building upon theories and clarifying the phenomenon under study. The mixed research is 

appropriate where the aim is to “identify barriers and facilitators to change, and discover 

reasons for the success or failure of interventions” (Starks & Brown Trinidad, 2007). 

Communication in a text may be direct and explicit or inferred by the researcher; the latter 

indirect path is just as significant, if not more, in determining the underlying meaning of 

what participants are saying. Ultimately in this method, themes are identified and classified 

systematically, but it must be emphasised that the interpretation of such themes, categories, 

codes and the underlying gist of the textual or verbal communication is subjective and that 

in this very subjectivity lie its power and its vulnerability, both to bias and to criticism 

(Hsieh & Shannon, 2005). 

Both deductive and inductive techniques are used: the former in listing potential 

factors for investigation as derived from the literature and the latter in applying them to the 

topic in order to meet the research objectives. Social science research employs 
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experiments, interviews, surveys, histories, analysis of archival information and case 

studies (Yin, 2015).  

 

4.4 Role of researcher  

As the researcher my goal was to discuss what matters the most to the expatriates and how 

they value to the services delivered by SID based on their service experiences. This was 

accomplished by investigating existing literature and by listening to the expatriates. The 

researcher proposed that the perceived value of different service quality will measure the 

satisfaction level effectively. 

The researcher’s prior practical knowledge of conditions and events in SID was 

useful in selecting the appropriate research strategy, meaning the type of research question 

posed, the extent of control the investigator has over actual behavioural events in the study 

and the degree of focus on contemporary as opposed to historical events (Yin, 2015). The 

current study explores these factors by addressing ‘how’ and ‘why’ questions, while 

focusing on contemporary events in SID, constituting the ‘what’ question. According to 

Saunders and Lewis (2012), “a single case can be selected as it is typical or it provides you 

with an opportunity to observe and analyse a phenomenon that few have considered before. 

Another important aspect of using a single case is defining the actual case” (p.146). This 

method was found to be very useful in the current study. 
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4.5 Research design 

Research design entails a logical link between paradigm and data collection, based 

on the research questions (Novikov & Novikov, 2019). This section thus outlines the strategy 

that the researcher followed in carrying out the study and specifically explains how it was 

basically a qualitative method research design, conducting in-depth interviews. 

The methodology of a study and the methods of data collection are heavily 

dependent on the research objectives. According to Ellis and Levy (2009), the research 

methodology constitutes a complete plan of the study and helps to identify its main focus. 

The research problem having been formulated in clear-cut terms, the researcher will be 

required to prepare a research design, i.e., to set out the conceptual structure within which 

the research is to be conducted. The preparation of such a design facilitates the process of 

making the research as efficient as possible so that it yields maximum information. In other 

words, the function of the research design is to provide for the collection of relevant 

evidence with minimal expenditure of effort, time and money.  

Quantitative research was used to quantify the service quality variables of interest 

towards behaviour of customers in the form of statistical analysis and data were collected 

through questionnaire with closed ended questions.  

The reason for adopting a qualitative methodology is that it was necessary to 

generate a complete and detailed description of users’ perceptions and the quality of 

services delivered by SID, which assisted the researcher in identifying the main obstacles 

to achieving high service quality and the technical difficulties faced by the organisation in 

ensuring that these standards were met. Figure 4.1 depicts the methodological framework 

in the form of a descriptive flowchart of the processes of data collection and analysis 
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adopted in this study. These are reported in more detail in subsequent sections of this 

chapter.   

 

Figure 4.2: Descriptive flowchart of data collection and analysis  

The reason for using qualitative research methods was to help the researcher to 

predict and determine the root cause of service quality through the perceptions of expatriate 

workers and their satisfaction with SID services. Qualitative approach addresses and 

discusses the real issues. The research design flowchart in Figure 4.2 pictorially depicts the 
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structure of the study, its methodological content and the strategies that were employed in 

meeting the research goals.  Before considering the research design in further detail, it is 

worthwhile considering the research population and how it was sampled for this study. 

The reason for using both quantitative and qualitative research was to expand the 

researcher’s understanding and confirm the findings. Firstly, the research was based on the 

breadth of generalization through quantitative approach with the depth of the detailed 

understanding of qualitative research. Secondly, equal priority was given to both the 

approaches and were contributed equally too. Thirdly, qualitative investigation was first 

performed followed by the quantitative approach. The primary focus of the researcher was 

to explain quantitative results by using qualitative data and explore results in detail.   

 

4.6 Population and sampling 

Researchers rarely interview the entire population for two reasons (de Mello Heredia, 

Miguel, & Falcão, 2018): (1) the cost is too high and (2) the population is dynamic, in that 

the individuals making up the population may change over time. Instead, a sampling 

method is used to identify a subgroup to represent or stand for that larger population. The 

three main advantages of sampling are that the cost is lower, data collection is faster and 

since the dataset is smaller, it is possible to ensure homogeneity and to improve the 

accuracy and quality of the data.  

The purpose of the current study is in part to investigate which services are crucial 

to the successful achievement of the strategic goals of the MoI in UAE society and to the 

federal framework of the UAE government. Public sector institutions have a multitude of 
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purposes extending beyond service delivery; a broad population of stakeholders should be 

considered when developing quality services in public sector organisations, including “the 

service users and consumers, future or potential users, excluded and non-users, citizens, 

local communities, elected members, decision makers, employees, other public agencies, 

commercial and voluntary sector partners, professional associations and society as a 

whole” (Foster, 2000). The population of the present study was that of SID customers in the 

UAE and the managers and frontline employees delivering immigration services to them, 

but SID delivers 125 widely varying services. Given the scope of this study, it would have 

been impractical to include all users of all of these services in the research sample, although 

all of those selected to provide data for the study clearly needed to have experience of using 

SID services.  

In UAE majority of the residents are expatriates as per the ministry of information 

statistics, 2014. Statistics show that the current number of expatriate workers is 298,585 

out of 510,598 (see Appendix E). SID also reports that the issue and renewal of residence 

visas are the most utilised of its many services (MoI, 2014). In 2013, 178,352 of 816,372 

residence issuance transactions and 320,784 of 816,372 renewal transactions were carried 

out by SID. Thus, for the quantitative approach, residents working as expatriates were 

selected as sample. For the collection of qualitative data, the study community comprised 

SID managers and frontline employees, a sample of whom were to be subjected to semi-

structured interviews, as explained in Section 3.6.1. The qualitative study population was 

selected in order to measure the quality of service, a factor affecting SID customers’ 

behaviour and based on SID culture. The reason for depending on the collection of data 

from these managers was that they were responsible for supervising employees working 
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on the front line of the department, delivering services to SID customers. A total of five 

interviews were therefore conducted with managers who were assigned this responsibility, 

followed by six more with frontline employees working to provide SID services and four 

interviews of expatriates.  

Simple random sampling was also considered as a means of randomly selecting 

expatriate workers to participate, with each member of the population having an equal 

chance of being included in the sample. This is relatively easy to administer and is widely 

used due to its advantage of not requiring any additional information on the frame, such as 

geographical areas. Despite these considerations, the technique finally chosen to select the 

respondents was snowball sampling.  

 

4.7 Research approach 

The ultimate purpose of the service quality perception framework is to provide a 

better understanding of the delivery of those services so that SID can improve the quality 

of the services that it offers to migrants and other stakeholders who are directly or indirectly 

involved with SID services. The approach taken was based on a methodology using pre-

validated factors in order to ensure that these factors would potentially reflect real features 

of service quality. The research approach tends to determine the level of quality service 

and the perception of customers that is related to vulnerability (Meron, 2006). Therefore, 

the service quality factors considered in this research would have very strong relationship 

with the behaviour of SID customers.  
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The service quality perception framework tends to determine the adequacy of 

detailed information in different business environments. This approach was essential, in 

order to include in the framework those issues relating to SID culture and the service 

environment. It was important to carefully manage complexity, especially regarding the 

implementation of the framework. This was done by simplifying the framework without 

significant loss of veracity, as explained below. 

The main research techniques was qualitative in-depth interviews with SID 

employees responsible for delivering services to SID customers. The interviews were 

needed in order to obtain valid information that clearly described the managers’ views of 

the service delivered to the customers and its consequences, and to understand their 

experience of handling the service quality issues and their culture. The objectivity of the 

qualitative approach was important in the later data analysis. It was therefore important to 

use semi-structured interviews in order to limit the quantity of data collected from those 

delivering SID services.  

The following are important methodological considerations in qualitative research. 

Firstly, using code-mapping models, which are commonly employed, has a tendency to 

make whatever process is being studied appear linear. Secondly, qualitative analysis 

requires intuitive leaps in order to move it forward; this needs to be recognised rather than 

denied and subverted into an inductive/deductive process (Fereday & Muir-Cochrane, 

2006). Thirdly, at certain points, inferences have to be made; these are based on what have 

been termed ‘sensitising concepts’, which communicate the social meaning of situations. 

The important consideration is that, as mentioned, whatever perceptions and leaps the 

researcher makes, he should make these explicit and a part of the analytic documentation, 
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then they should be re-examined both by the researcher and potentially by auditors, in order 

to substantiate his perceptions and intuitions. Finally, objectivity has largely been 

discredited and devalued, as it has become clearer that this is an unrealistic and perhaps 

even undesirable goal to pursue.  

It is always important in research to account transparently for the ways in which 

one has generated and come by themes and categories, why one has classified, reclassified 

and subclassified information in specific ways and how one makes sense of and interprets 

such findings in a particular light (Brantlinger, Jimenez, Klingner, Pugach, & Richardson, 2005).  

As pointed out by J. Creswell and Garrett (2008), qualitative method designs hold a 

great deal of promise for the researcher who wants to tackle complex issues that reside at 

multiple levels. It can enhance the type of information gathered and can serve to increase 

the validity of a given study through the use of triangulation.  

Table 4.1 lists some of the more important differences between the quantitative and 

qualitative research approaches in the context of interviews.  
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Table 4.1: Differences between quantitative and qualitative research  

Area Quantitative Qualitative 

Objectives Quantification of 

characteristics or 

behaviour 

In-depth 

understanding of 

characteristics or 

behaviour 

Approach Structured Largely unstructured 

Sample size Large Small (fewer than 12) 

Representative of a 

population 

Yes, if random No 

Interviewer skill 

required 

Moderate to low High 

Length of interview Relatively short 

(generally less than 

30 minutes) 

Longer (more than 30 

minutes) 

Source: (Davis-Kean, 2005) 

Qualitative research uses interviews as one of the primary information-gathering 

techniques (Flick, 1998) and complements quantitative research (Davis-Kean, 2005). 

Interviews can be structured, unstructured or semi-structured (Bryman, 2004). The semi-

structured interview is widely used and was adopted for use in the current research as it 

would enable the interviewer to obtain descriptions of the participants with respect to 
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interpreting the meaning of the phenomena being described and would give space to the 

participants to express themselves. 

However, the inductive nature of qualitative research will always be a challenge 

and a limitation; it has a descriptive purpose, but it has been increasingly used to evaluate 

patterns and to inform not only theory but policy and practice. This is an especially relevant 

consideration in the current research, as immigration policy and practice are going through 

a period of upheaval and evolution, and research studies such as this one have the potential 

to be applied to change policy. The descriptive origins of the methodology should thus be 

kept in mind, so as not to overstep the possibilities of what may be concluded based on 

such methods. Carrying out research with a high degree of reflexivity, which has been 

developed over time and which may be verified by outside sources, alleviates these 

concerns and validates the research (Harry, Sturges, & Klingner, 2005).  

Quantitative research approach can increase the validity of the research findings if 

the phenomenon and data collection technique is appropriate (Greene & Caracelli, 1997). 

This is due to quantitative method research enhances the evaluation of an event or 

phenomenon by allowing for the findings through different instruments, thus 

complementing results from different methods. 

 

4.8 Data collection techniques 

This study collected data using semi-structured interviews in a systematic manner 

in order to illuminate the attitudes and backgrounds of expatriate workers in the UAE 

seeking the services of the Sharjah Immigration Department. The main advantages of 
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interviews are that they were relatively quick and economical to administer. They also 

provided data on all of the issues involved in answering the research questions and these 

data were relatively easy to analyse (Ramasamy & Ponnudurai, 2011). Participants were 

recruited through the network of SID managers as per their professional work. This 

sampling method is called snowball sampling, and it allows the researcher to contact a few 

qualified people who then refer the researcher to friends, relatives, or acquaintances 

(Wimmer & Dominick, 2015). No interviews were conducted with managers with whom 

the researcher had a relationship beyond what would be described as an acquaintance in an 

effort to protect the integrity of the research. Management was not notified of the 

interviews to protect participants from retribution. 

 

4.8.1 Interviews 

Qualitative data were collected using open-ended, semi-structured interviews, 

carried out by the researcher, over a period of two months. The interview protocols 

(Appendices A and B) were developed via a process of generating questions based on 

content from the literature consistent with the overarching theoretical framework. Study 

objectives were identified, linked and translated into content. Participating managers were 

asked a series of open-ended questions about the work of SID employees and their 

interactions with service users. The authorities assisted in developing the link between the 

researcher and the interviewees by issuing an official letter requesting all potential 

participants to cooperate with him, to enable him to conduct interviews successfully. All 

participants signed an informed consent form, which stated the purpose of the research, 

their rights as participants, and the confidentiality of information. The interviews were 
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recorded using an audio device and transcribed. The audio files and transcriptions are 

stored on a secure external hard drive. To protect the anonymity of participants, they were 

referred to by number: Respondent One, Respondent Two, etc. 

Interviews were conducted from April 2019 to June 2019. In-depth interviews also 

allow the interviewer to establish rapport with participants, making it “easier to approach 

certain topics that might be taboo in other approaches”(Creswell, 2014). Although the 

participants were asked the same basic set of questions, this approach allowed the 

researcher to follow up with questions based on the respondent’s answers, which is 

common practice using this method. All interviews were conducted face-to-face in settings 

chosen by participants in an attempt to obtain greater depth and detail. The format of the 

semi structured interviews were a hybrid between the structured interview in which 

standardized questions are asked in a predetermined order, and an unstructured interview, 

which is comprised of broad questions that allow the researcher to ask further questions to 

seek required information for the study. The purpose of taking an initial structured 

approach was used to achieve consistency during interviews in an effort to find common 

trends among participants; while the follow-up questions allowed for greater detail in 

responses. The interviews ranged in duration depending on the length of responses, lasting 

anywhere from 20 to 45 minutes. 

In the context of service quality research, interviews have the advantage that they 

can be used to obtain rich and contextualised insights into users’ attitudes. This approach 

facilitates an open interaction between the researcher and each respondent and has been 

referred to as a participant-centric approach in that it enables the researcher to listen to each 

participant’s experiences, individual thoughts and perceptions (Hair et al., 2006). The 
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disadvantage is that these insights are bounded by the respondent’s own limited capacity 

for introspection (Buche, Davis, & Vician, 2007). This problem becomes particularly 

significant in the case of service quality research, because service quality is based partly 

on pre-rational, visceral reactions which are not fully accessible to individual introspection. 

The problem is aggravated by the fact that individuals are known to give a post-hoc 

rationalised account of their decisions for using a particular technology, for example 

(Mouratidis & Cofta, 2010), and are thus likely to understate the effect of affective or pre-

rational components in their decision-making process.  

However, a major advantage of individual interviews, as opposed to focus groups, 

is that the responses are much less likely to be biased by peer pressure and group 

interactions, thus eliciting insights and understandings that are less accessible with other 

interviewing methods. Supported by (C. T. Taylor & Berry, 2008), who surveyed the faculty 

members and interviewed the students to know the concerns and day to day classroom 

involvement and experience real life situation. This was therefore the method used to 

investigate the views of managers and the individual perceptions and experiences of 

frontline employees delivering SID services. Their responses were recorded and 

transcribed so that they could be analysed to provide a clear insight and understanding of 

the issues.  

 4.8.2 Questionnaires  

To complement the qualitative interview data, questionnaires were used in this study as 

this allowed for the elicitation of quantified measures (Hair et al., 2006). Questionnaires 

share the above-mentioned limitations of qualitative interviews in that they elicit 

cognitively mediated information, are subject to post-hoc rationalisation and are bounded 
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by individuals’ limited capabilities to access and report their own decision-making 

processes. In addition, service quality questionnaires, unlike open-ended qualitative 

interviews, can guide participants’ attention to specific factors that they might otherwise 

not consider, thereby skewing the results. Notwithstanding these limitations, the 

questionnaire was the primary instrument used for data collection in this study, for reasons 

set out below, notably its numerical nature, versatility and cheapness.  

The questionnaire items (Appendix G), designed to elicit data on the variables influencing 

expatriates’ experiences and perceptions of SID immigration services, were adapted from 

reports in the literature of studies that had confirmed the validity of the measurement items 

used. These were a study of customer satisfaction by Winston (1995) that investigated 

“improving performance through improving quality service” and one by Lewis and 

Mitchell (1990) that focused on defining the quality of service towards customers and 

measuring it. The present questionnaire was thus designed with a focus on developing a 

new research framework for investigating perceptions of service quality in emerging 

countries such as the UAE with the help of deductive approach and random sampling 

technique.  

In practice, service quality in a government agency like SID is constrained by a number of 

factors that limit its wider service delivery. Having this in mind, the survey questionnaire 

stands out as an appropriate research instrument to collect data that are to be quantitatively 

analysed (Hilbert, 2012). This is due to only numerical data can be used to measure the 

newly developed framework of service quality and perceptions of customers towards the 

service. In addition, a questionnaire is versatile and allows for the collection of both 

subjective and objective data through its open format questions. It is also is cheap to 
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administer, making it best suited for the collection of the large body of data needed to 

validate the framework. In short, it was decided that a questionnaire would be an 

appropriate tool to collect data in this study. 

The questionnaire items each required a response on a five-point Likert scale in order to 

obtain quantitative data that could then be statistically analysed. The Likert scale is widely 

used in research that employs questionnaires for measuring factors such as those involved 

in the relationships among service quality factors, SID culture and customer perceptions of 

SID services. The five response categories of the scale used in the current questionnaire 

were Strongly agree, Agree, Neutral, Disagree and Strongly disagree. The use of this 

particular scale was important for this study as it is a bipolar scaling method, which means 

that it measures respondents’ opinions according to the degree of positivity or negativity 

of the response to each question. 

The questionnaire had two sections. The first contained items asking the SID  customers 

for background information such as their gender, nationality, age, education level and years 

of experience. This information was used to evaluate the level of progress and 

developmental trends in customers’ knowledge and ability. The second section contained 

questions on the conceptual foundation of service quality factors, consisting of general 

impressions, service delivery, service location and service response. The information 

generated in this sector was used to explain customers’ perceptions of SID services. SID 

culture is an essential factor that was used to explain service quality and customer service 

behaviour based on the content of this research.  
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4.9 Validity and reliability  

In order to confirm the reliability and validity of the data collection, interview 

protocols were followed by preliminary confirmation of the interview questions from the 

experts in the field. The issues of reliability and validity are crucial in determining the 

credibility and objectivity of any piece of research (Kontodimopoulos & Niakas, 2008). These 

two factors are important measurement criteria which determine the degree of error in a 

certain measurement. They are considered very important in designing a study, analysing 

the results and assessing the quality of the research. Thus, the evaluation of the data 

collection instruments was an important part of this study, as of any research, to make sure 

that the measures used were suitable to a reasonable extent.  

Reliability and validity are central issues in all types of measurement. Generally, 

they are established by the details the data source provides about how the data were 

collected and processed (W. G. Zikmund, Carr, Griffin, Babin, & Carr, 2010). Reliability refers 

to the degree to which research results are free from error. As used in the present research, 

it represents the repeatability of error-free results (Peräkylä, Antaki, Vehviläinen, & Leudar, 

2008). The literature indicates that credibility, consistency, conformability and 

applicability have been used interchangeably to denote validity and reliability in qualitative 

research. Validity as used in the present study describes the quality and authenticity of the 

research. Internal validity entails the ability to ensure that the intended measurements will 

answer the research questions (Drost, 2011). 

It was necessary to address potential issues regarding the reliability and validity of 

the present study, considering that a qualitative research approach had been adopted. It is 

generally accepted, however, that reliability and validity are inherent in the qualitative 
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research paradigm and that it is associated with a reasonable degree of freedom in 

interpreting data and presenting personal constructions of inferred meaning (Hair et al., 

2006; Creswell, 2003). This implies that the qualitative research paradigm incorporates a 

high degree of reliability and validity that tends to focus on authenticity, truth value and 

creativity (E. Hair, Halle, Terry-Humen, Lavelle, & Calkins, 2006).  

To improve the validity and reliability of the present study, the following steps were 

involved: 

1. Develop interview protocol and guidelines to communicate and guide the interview 

session.  

2. Provide an approval letter from SID to communicate with the participants to be 

involved. 

3. Develop consent form as a part of ethical practices.  

4. Facilitate the discussion using an interactive strategy with semi structured interview 

questions. 

5. Transcribe the interview discussions.  

6. Identify key words and phrases 

7. Build themes and categories from the identified key words.   

 

This approach has been considered appropriate for qualitative data requiring high 

accuracy (John W Creswell, 2003), such as in the present study, where an appropriate 

framework was required to facilitate good and effective service delivery and to satisfy SID 

customers.  
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4.9.1 Internal validity 

It was necessary to establish internal validity in order to improve the research results. The 

researcher thoroughly examined every step of the research, especially the data collection 

and analysis processes. The collection and analysis of qualitative data involved two 

processes, namely data transcription and analysis. Internal validation refers to how the 

research findings fit with real-life experience, considering the research questions (Hayes, 

2009). 

Merriam et al. (2007) recommend six ways to verify internal validation: 

 Triangulation, by using more than one data source to validate emerging findings. 

 Thorough checking of the research data and their interpretation by presenting it 

back to the informant to confirm whether the data as interpreted were the same as 

what were obtained and recorded. 

 Seeking assistance and comments from other researchers on the emerging research 

findings.   

 Participatory or collaborative modes of research involving respondents at all stages 

of the study, from the formulation of the research problem through to the report 

writing.  

 The declaration of researcher bias at the end of the research. The researcher is 

expected to make such a declaration based on his views and theoretical assumptions 

underlying the research. 

Interviews were planned and questions written in advance, and identical questions 

were asked of all interviewees. The researcher kept in mind response bias while conducting 

the interviews and made sure that he had no personal or organisational relations with the 
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interviewees. While the present researcher was employed by the organisation from which 

the research sample was drawn, he was not known to most of the interviewees, which 

contributed further to minimising the bias. (Easterby‐Smith, Lyles, & Tsang, 2008) explain that 

“in order to avoid bias, there is often the tendency for researchers to leave questions open”. 

They add, however, that occasions will arise when a focus on specific alternatives will be 

desirable, in which case it may be appropriate to probe an interviewee with supplementary 

questions.  

 

4.9.2 External validity 

In addition to the steps outlined above to ensure internal validity, it was also necessary to 

uphold the external validity of the research design and the data analysis process. (S. B. 

Merriam, 1998) asserts that external validity is concerned with how research findings can 

be successfully replicated in a similar situation, identifying the following three distinct 

ways to achieve external validity in qualitative research: 

 Providing extensive explanations of the research context by allowing others to evaluate 

the findings obtained from the data in a real-life situation and to translate the acquired 

information to the explanation of the same phenomenon in another similar situation. 

 Providing a thorough clarification of the research findings, especially in regard to the 

subject being researched. 

 Conducting the research using clear scenarios, to allow people to understand and make 

inferences applicable to different scenarios.  
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o In the current study, an attempt was made to achieve external validity by 

following a further set of recommendations outlined by (E. P. Merriam, Genovese, 

& Colby, 2007):  

 Reporting the research findings clearly and representing the information derived from 

analysis of the in-depth interview data in such a way that users of the information could 

understand these findings and situate them within the subject being researched. In the 

present study, this approach provided clarity and supported the easy understanding of 

all research steps, thus ensuring that the research concept could be replicated in 

different situations. 

 Categorical elaboration of the research findings, in terms of the programmes, events, 

individuals and phenomena being researched in a form that allowed for comparison 

with other aspects of the research and informants’ views.  

 Multi‐site designs utilising cases and situations in different locations, especially related 

situations capable of improving the research findings regarding the phenomenon being 

researched. 

To ensure the accuracy of the data, the researcher took care that the entire interview was 

faithfully transcribed, then chose themes that were appropriate in explaining all of the 

research questions. The analysis, discussed further in Section 4.8, led to the development 

of entirely new themes.  
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4.10 Data analysis 

The data was analyzed using the constant comparative technique (Wimmer & 

Dominick, 2014, p. 123). After transcribing each interview, the researcher followed the 

process which consists of “(1) comparatively assigning incidents to categories, (2) 

elaborating and refining categories, (3) searching for relationships and themes among 

categories, and (4) simplifying and integrating data into a coherent theoretical structure” 

(p. 123). 

The aim of data analysis is to answer the research questions and thus to meet the 

research objectives. Qualitative data from SID managers and expatriates are gathered for 

the investigation on the perceptions of customers. Among the various methods available to 

analyse textual data, the one employed here was content analysis. The performance of this 

type of qualitative research can be summarised as comprising seven consecutive steps: the 

research questions are formulated, the sample is identified and recruited, categories are 

defined, a coding process is chosen, this is implemented, accuracy and validity are 

determined and the results are analysed. The success of qualitative research often hinges 

upon the integrity of the coding and its importance can therefore not be overemphasised. 

The excellence of the research rests in large part on the excellence of the coding. The 

ultimate goal of coding is to harness large amounts of textual data by distilling it into its 

underlying meaningful categories. Themes are apparent in the text or emerge via the 

processes of coding and analysis. Coding schemes employ logical, systematic data analytic 

rules in order to render the process as empirical as possible (Hsieh & Shannon, 2005). Good 

coding schemes enhance validity and accuracy, and render the results of qualitative 
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analysis more useful, trustworthy and extendable to future research (Hsieh & Shannon, 

2005).  

Initially, the data were read in their entirety and repeatedly, in order to gain a 

comprehensive sense of the narrative; thereafter, they were reread with an eye to 

identifying and deriving codes; in other words, encoding the data. In the initial stages the 

researcher noted his impressions, thoughts and key words that appeared to reflect essential 

meanings based upon his increasingly close acquaintance with the data; this represented 

the first analytical action applied to the data. Categories were then seen to emerge from the 

coding patterns by the process of linking codes with one another. These categories were 

next grouped meaningfully in order to form broader themes or clusters that revealed 

something about the data. Categories, subcategories and codes were now defined, in 

preparation for being able to report the data cogently and usefully. Exemplars of codes and 

categories assisted the researcher in reporting the findings in a meaningfully 

communicative manner. The relationships amongst categories were then made explicit in 

order further to elucidate the findings. Any new and original research findings were finally 

compared with the theories and findings of previous work in order to establish how the 

present findings can be shown to contribute to the body of knowledge by addressing gaps 

or examining the phenomenon from a new and beneficial perspective (Hsieh & Shannon, 

2005).  

 

4.11 Limitations 

While the methods chosen to conduct this research have been beneficial in 

gathering detailed information, there are some limitations. Because in-depth interviews 
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typically use smaller samples, it is difficult to generalize the findings (Wimmer & 

Dominick, 2014, p. 142). 

The smaller samples are generally a result of time required to arrange interviews 

with participants who are professionals (p. 143). In this study, the researcher attributes the 

small sample size to the hours worked by SID managers and the inability to control 

recruitment as a result of snowball sampling. Many of the prospective participants did not 

return phone calls, but the response rate is impossible to determine, because it is unclear 

how many attempts were made by the qualified respondents who were providing referrals. 

While the sample size is limited, the depth of the interviews and data analysis provides rich 

information, giving insight into these particular participants’ work experiences.  

A disadvantage of the in-depth interview is also the potential for the interviewer to 

unintentionally present a bias through the nonverbal communication (Wimmer & Dominick, 

2013). This study had the potential to face this problem, since the researcher’s personal 

experience in SID could be reflected in presentation of questions and nonverbal cues. 

Additionally, although respondents were no more than acquaintances, all respondents were 

aware of the researcher’s former professional experience in the immigration industry, 

which could lead them to answer questions in a different manner. 

The researcher would argue, however, that his experience in the immigration sector 

helped him build rapport with her participants and gave her access to participants through 

her professional network. Using a nonrandom sample is typical for in-depth interviews and 

can elicit responses that might not be available using another method (Wimmer & Dominick, 

2013). Additionally, the researcher’s experience enhanced his knowledge of the industry 

which helped him formulate relevant questions to the research. 
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4.12 Ethical considerations 

The issue of confidentiality was addressed by assuring the research participants that any 

information provided would be used for research purposes only; interviewees were also 

assured that they would remain anonymous and therefore unrecognised by any person 

reading this thesis (Appendix D). 

To keep from violating their rights, the respondents were informed in writing that 

their participation would be entirely voluntary and that they could withdraw at any time. 

To encourage participation in future research, a final analysis of the findings was provided 

upon the completion of the study to those who requested this. 

The ethical considerations in this research includes: 

1. Psychological harms – the research didn’t used any unintended ways that may 

offend participant’s image.  

2. Financial harm - the researcher didn’t provide any information to the participants 

or sharing important financial information that may harm the organization.  

3. Social harm – the researcher didn’t consume any substances or disclosed any 

confidential information of the participants that may harm the society.  

4. Code of ethics – ethical code of conduct was followed that regulates the behaviour 

of the researcher.  
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CHATER FIVE 

DATA ANALYSIS 

 

5.1 Introduction  

The aim of the present research was to determine the behaviour of Sharjah 

Immigration Department employees towards their expatriate customers. This chapter 

reports the data collected by means of a questionnaire survey of a sample of these 

customers and presents an analysis of these quantitative data together with qualitative 

analysis interviewing SID managers and expatriates. As explained in Chapter 4, methods 

of statistical analysis were used to determine the effects of certain components of service 

quality on the behaviour of SID employees, together with the mediating effect of SID 

culture. The frequency statistics method was used to measure the business activity of the 

organisation and to report the respondents’ demographic information.  

The chapter is structured as follows. Section 5.2 depicts the qualitative analysis 

result together with key points from interview transcripts by managers, frontline employees 

and expatriates.  Section 5.3 provides the coding of interview themes followed by key 

points from interview transcripts in Section 5.4. Section 5.5 provides the summary of 

themes and section 5.6 finally concludes the qualitative findings. Section 5.7 offers and 

overview of the data analysis, Section 5.8 presents a preliminary analysis, Section 5.9 gives 

a demographic profile of the respondents, Section 5.10 explains the use of common-method 

variance and Section 5.11 sets out the measurement model analysis. The resulting structural 

models are presented in Section 5.12.  
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5.2 Qualitative Analysis 

This section will provide qualitative evidences to compare the findings and come 

up with appropriate conclusions by analysing the qualitative data collected by means of 

interviews with managers, frontline employees of SID and the expatriates travelling to 

UAE. The results reported here, from data gathered during survey questionnaire and face-

to-face interviews with members of top and middle management, with frontline employees 

and expatriates, clearly indicate that the behaviour and culture of these three groups was 

mostly positive and in alignment with best international practice as indicated in the 

literature. 

The purpose of the qualitative phase of the current study was to explore the effects 

of service quality factors on the service behaviour of SID employees towards their 

customers and thence to offer suggestions as to how the performance of the organisation 

might be improved. The research was also designed to develop the conceptual or theoretical 

approach to the study of behaviour more generally. Interviews were conducted with the top 

management, frontline immigration employees and expatriates using the immigration 

services.  

5.3 Coding of interview themes 

In order to derive the general themes within the data, the recorded responses of the 

participants to the questions asked in the semi-structured interviews were transcribed. The 

ensuing coding process was the basis for the analysis of the themes, which was then carried 

out. The findings could now be tabulated and a narrative explanation provided, as 

suggested in the literature (J.W. Creswell, 2008).  
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Codes were generated from the open-ended interview data by measuring the 

frequency with which key words were mentioned by participants. This resulted in 60 codes 

being identified. Table 5.1 lists 18 of the most frequently used codes, indicating that 

participants made an effort to convey their ideas on each item on which they were 

questioned in the interview. The procedure followed the advice of Creswell and Clark 

(2007) that identifying themes and ideas would lead to a reduction of repeated data and the 

comparison of  each interview with similar themes and codes. Only the completed 

interviews were taken into consideration for the final preparation and coding of themes.  

 

Table 5.1: Word frequency in interview transcripts 

Word Length Count Percentage 

behaviour 8 81 9.39675174 

delivery 7 76 8.816705336 

information 11 65 7.540603248 

responsive 8 63 7.308584687 

satisfaction 11 60 6.960556845 

opinion 11 58 6.728538283 

management 10 57 6.612529002 

Language 8 55 6.380510441 

Culture 7 51 5.916473318 

appreciate 10 45 5.220417633 

communication 13 42 4.872389791 

support 7 39 4.524361949 

relationship 12 30 3.480278422 

employees 9 28 3.248259861 

managers 8 27 3.13225058 
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quality 8 20 2.320185615 

concept 8 20 2.320185615 

attitude 8 19 2.204176334 

advise 6 14 1.62412993 

impress 7 12 1.392111369 

 TOTAL   862 100% 

 

From the word frequency distribution it was found that information provided by the 

top managers was particularly important. From a different perspective, it can be said that 

accurate information also plays a crucial role in effective decision making within the 

organisation. The value of such a frequency list is that the most frequently repeated words 

can be converted to nodes. The final step after the noding of words was the coding process, 

where the words were categorised according to keywords and phrases. Word frequency 

was measured to ensure that the results were pertinent and meaningful.  

 

5.4 Key points from interview transcripts 

This section is divided into two subsections, each presenting key material from the 

transcribed interview data, beginning with the managers. In each case, the interview 

question which elicited the material is given in bold, followed by the responses of each of 

the interviewees in italic script.  

The full lists of interview questions are given in Appendices A and B, while only 

those questions eliciting responses of particular interest are dealt with here. The extracts 
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from responses reproduced below have been selected and edited to avoid repetition and 

irrelevance.  

To preserve their anonymity, the five managerial participants are identified by the 

codes MA, MB, MC, MD and ME, the four frontline employees are denoted by FA, FB, 

FC and FD, while the five expatriates interviewed are denoted by EA, EB, EC, ED, EE. 

 

5.4.1 Managers 

The first interview question concerned the measurement of customer satisfaction:  

How do you measure customer satisfaction? 

This question was asked to identify valuable resources used by SID employees to measure 

customer satisfaction. The responses were as follows. 

We strongly believe that loyalty to the customers would impact the bottom line and the 

productivity of the employees. The objectives of the services can be met through internal 

quality and the loyalty of the employees. We make sure that our employee have good 

impression on the customers. Employees are kept informed that customer satisfaction 

drives customer loyalty and so we must respond them well and make sure that we delivery 

services timely.. [MA] 

We in SID strongly communicate with employees using different methods, such as 

conducting regular meetings with employees in group settings, as well as one to one 

focusing on good delivery of services and be responsive. This method provides an 

opportunity for both managers and employees to discuss any issues and provides a flexible 

opportunity to tackle conflicts with customers. [MB] 
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A similar point was made by MC: 

Good service delivery is common practice in our organisation as part of the business 

environment. We know that communication with the customers is crucial to measure their 

satisfaction. This is what we are concerned with. Understanding what satisfies the 

customers and motivates the employees helps us to be productive and engaged in the 

workplace.  

A more general response was given by the next participant: 

SID management takes the issue of customer satisfaction measurement very seriously and 

posits good impression that we always instruct junior managers in this regard. We 

acknowledge strongly the importance of customer satisfaction, although we are in the 

public sector, but we aim to build a culture of good performance and to improve the 

effectiveness and the efficiency of services and the systems provided by SID. [MD] 

Finally, ME contributed this specific piece of information: 

We do conduct a regular programme for measuring customer satisfaction and we do use 

different methods like opinion, influence, impression, delivery, responses and so on. The 

main methods used by SID are surveys and suggestions through a complaints box. We also 

train our employees to identify customers’ perceptions and behave accordingly. Through 

these methods the management is able to identify issues, take the necessary action and 

ensure customer satisfaction.  

How do you measure and maintain employee satisfaction within your organisation? 

Organisations throughout the world are taking an increasingly close interest in measuring 

and maintaining employee satisfaction (Anitha & Begum, 2016).  Moreover, the contract 
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between employer and employee involves the supply of services and skills in exchange for 

remuneration; thus, it is crucial that employees are satisfied and motivated in order to 

properly utilise their skills and capabilities to provide a high quality of service (Pizam, 

Shapoval & Ellis, 2016).  Employee satisfaction will lead to customer satisfaction. The link 

between these issues will reflect positively on the organisation’s outcomes and 

profitability.  

These considerations underlie the decision to ask managers about employee satisfaction; 

the key elements of managers’ responses to this second question indicate a variety of 

perspectives on the matter: 

We measure the customers’ perceptions because this is important for our organisation. 

However, we don’t get the opportunity to communicate with each and every employee for 

a long time, as the interactions between the employees and the customers are very limited. 

Employees’ satisfaction is measured by their engagement with the customers and timely 

delivery of services. We also make sure that the customers have positive impression on our 

services.. [MA]  

We focus on supply of skills and enable our employees to build their strategies to tackle 

customer queries and solve them on time. We have special team that handles the waiting 

time of our customers. We provide additional benefits for the employees like remuneration 

and tools to perform their tasks. [MB] 

In my department I maintain employee satisfaction through holding gatherings in a 

common area and giving attendees the opportunity to express their ideas and feelings.  

Employees at SID are rewarded for performance achievements. [MC] 
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We organise our team and appraise them for developing a highly motivated workforce. 

Our job in SID is to be handled 24 hours. The routine work of each employee is handled 

appropriately. We seek feedback of the employee every month to identify their level of 

satisfaction and loyalty and happiness in the workplace. [MD] 

There are different methods set out and used by SID regarding measuring and maintaining 

employee satisfaction. I think each manager should have his own way to measure and 

maintain his employees’ satisfaction. I practice the methods initiated by the top 

management, but I also do use my own methods as well. For instance, I keep in touch with 

employees group-wise and individually inside and outside the workplace. I also keep the 

employees in the picture of what is happening in our department, unless things need to be 

kept confidential. [ME] 

How do you communicate with employees on different levels? 

Again, a wide variety of responses were elicited by this question. The first contributor 

merely emphasised the importance of communication and the need to persist in delivering 

it: 

Communication is really crucial for every organisation. Currently I serve as team manager 

in SID and based on my experience I believe that effective communication needs continuous 

repetition and efforts. [MA] 

His colleague preferred to concentrate on the success of communication, rather than the 

means of achieving it: 

I strongly thank and appreciate the SID management for the effort paid by them in 

conducting regular and effective communications with the employees. The communication 
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between all the levels of employees has minimised a lot of misunderstanding and I feel has 

improved the workplace atmosphere a great deal. [MB] 

This appreciation was echoed by the contribution of MC, who offered a very personal 

perspective on the value of internal communication: 

Communication with the employees has created a good culture in the organisation and has 

had a positive impact on the entire business. I was in the process of submitting my 

resignation for personal matters, but because of regular communication and follow-up 

from the General Manager, my issues were solved in a very dynamic way, much to my 

relief, as I really did not wish to leave my work. 

Another interviewee noted resistance among some employees to the management’s efforts 

to communicate with them, however:       

SID top management do push us to communicate with employees regularly, but I feel that 

there are some employees who are just not interested in having such communication. I 

asked one of the employees, who was clearly resisting communication, why he would not 

attend our meetings. He said the communication conducted with employees is not that 

useful. [ME]  

In other words, while recognising the Department’s efforts in establishing good 

communications with its employees, this interviewee felt that more should be done and he 

made some suggestions: 

SID do communicate with employees, but I think there are certain issues to be considered 

to ensure that communication is effective, such as training line managers on how to 
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communicate effectively with their employees. There are many ways to communicate and 

it should involve motivation and inspiring the employees. [ME] 

How do you ensure that employees understand their roles and responsibilities in this 

organisation? 

The responses to this question also ranged widely, from simple statements of the need for 

clear understanding of roles and responsibilities to detailed statements of SID policy on 

this matter. 

SID believes that procedure is crucial, as it helps us in eliminating common 

misunderstanding through identifying job responsibilities and establishing boundaries to 

the employees. [ME] 

Two managers explained how employees’ difficulties were dealt with: 

We provide employees with basic training. If an employee is having a difficult time with a 

particular task, we offer additional training or coaching sessions to provide further 

clarification and education. [MA]  

Some employees struggle to balance tasks and goals and eventually become 

overwhelmed and  unable to perform their work and responsibilities on time; therefore, 

we provide support to the employees in order to help them feel more organised and 

competent in the task they are assigned and to avoid any negative impact that might stand 

in the way of achieving the organisation’s goals. [MC] 

The most detailed response appeared to be more concerned with SID policy than with 

actual practice: 
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We provide regular feedback to employees so that they can improve in areas of opportunity 

and continue to excel at their strengths. Line managers should consider pairing a mentor 

or coach with each new employee, asking the mentor to regularly check in with the new 

employee to ensure that they understand all aspects of their role, and to cover any questions 

that may come up during different assignments. The mentor should document major 

milestones and share successes with the new employee to encourage their ongoing 

development. Managers must not forget to provide ongoing feedback and training for 

employees as they assume greater job responsibilities. When employees receive training 

and fully understand their roles in the organisation, their motivation will increase, as will 

their engagement to the department and therefore their performance and that of the 

organisation itself. [MB] 

How do you hold employees accountable for the quality of work they produce? 

The management interviewees concurred that the need for employees to share 

accountability was taken seriously and that employees were indeed held accountable for 

much of the work they produced: 

We do hold employees accountable, as this is important for the quality and level of 

employee performance, and a vital reason as to why our employees are held responsible 

for specific duties that go along with their job.  We ask employees to participate in setting 

out their own SMART goals in order to be more accountable and perform their tasks to a 

high quality standard. [MB] 

In SID the issue of employee accountability is taken seriously, because the operation of the 

department and the work it produces are sensitive, so the majority of employees in SID are 
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held accountable. There are various methods of doing this. For example, employees are 

monitored to ensure that they complete the tasks assigned to them in terms quality and 

quantity. [MA]  

Managers C and D emphasised the importance of teamwork in achieving accountability: 

We ensure that our employees are held accountable, by ensuring that employees are being 

consistent in performing the right way in every aspect of their job and ensuring that 

employees are working as a team to achieve the organisational goals. [MD]   

In my department the employees are held accountable for the work they do and for the 

quality of work they do, and we always ensure that the work carried out by our employees 

is effective and efficient while at the same time supporting them in doing their work 

efficiently and to a high standard. One of the programmes we follow to motivate our 

employees to carry out their work effectively is teamwork.  By this means we make sure 

that our employees reach their highest potential and maximum accountability. [MC] 

The most detailed account was that of manager E, who began by describing a simple device 

used in his own department, before giving further details of the ways in which 

accountability was dealt with in the organisation as a whole: 

In my department employees are held accountable for any work they do. We have shift duty 

and the employees are required to sign in and out when arriving and leaving work.  

In SID all the employees are held accountable for their work they do. This is carried out 

by continuous evaluation of employee performance and providing feedback to the 

employees. We support them to help them do their work by ensuring they understand the 

priorities associated with their roles. Some employees struggle to balance tasks and goals 
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and eventually become overwhelmed and unable to perform their work and 

responsibilities on time. Therefore, we provide support to the employees in order to help 

them feel more organised and competent in the task they are assigned and to avoid any 

negative impact that might stand against achieving the organisation’s goals. Because of 

this support system, we are able to hold our employees accountable for all the work they 

perform. [ME] 

How do employees generally feel about their working environment? 

The next interview question was based on two assumptions: that organisations which fail 

to foster a positive environment for their employees may face difficulty in achieving their 

objectives and that this can be investigated by eliciting managers’ perceptions of the 

feelings of their employees about their work environment.  Interviewees were therefore 

asked about whether they considered a good working environment important for employees 

to perform well and about how the employees generally felt about the working environment 

at SID. Most participating managers agreed that a good working environment is a very 

important tool in enhancing performance and productivity. They all also offered positive 

assessments of SID’s actual working environment.  

 A good and healthy work environment is essential, and it is proven in our organisation 

that it has a direct relation with employee performance. I think our employees are very 

comfortable with their work environment, because the management works hard to avoid 

issues that can create a negative environment, such as having an unhealthy office area and 

furniture, leaving conflicts without resolution, discrimination and treating the employees 

unfairly. [MA] 
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I think the work environment is very good in SID. We rarely receive complaints from 

employees about the work environment and very few conflicts arise between the employees. 

We’re well aware that an unhealthy environment can reflect negatively on employees, 

physically and mentally, such as causing depression and anxiety, but so far nothing of the 

sort has come to our attention. [MB] 

In my opinion the work environment in SID is great, which can be seen because the 

productivity of a majority of the employees is high, turnover is low, there is not much 

absenteeism and customers seem satisfied, as there are very few customer complaints about 

employees. This is a strong indication that the workplace environment is good. [MC] 

However, the other two managers noted that more could and should be done to ensure the 

best possible work environment, making national and international comparisons to support 

their contention: 

The work environment in SID is good but it needs to be revised. I’ve visited many countries 

and compared their work environment with ours and I realise that we need to pay more 

attention to this issue. [MD] 

Although the work environment is good, it still requires a lot more effort to make it better 

in order to compete with other service departments in the country. Employees sometimes 

don’t feel comfortable when they are not motivated to sustain their work schedule. [ME] 

Do you set policies and procedures for employees to deal with customers’ problems and 

complaints? 

All of the remaining interview questions whose responses are analysed in this subsection 

concerned two interrelated issues: 1) how SID employees dealt with customers, specifically 
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in regard to problems and complaints, and 2) the staff training and other managerial 

initiatives designed to prepare frontline employees for this aspect of their work. These 

questions were posed in the knowledge that all organisations whose members deal with the 

public will need to establish ways of dealing with customer dissatisfaction.  

In response to the first of them, on the matter of policy, the interviewees revealed that many 

such policies and procedures had been established by SID—both in general and in respect 

of customer complaints—and were implemented by all of its departments.  

SID believes that procedure is crucial as it helps us in eliminating common 

misunderstanding through identifying job responsibilities and establishing boundaries to 

the employees. [MB] 

SID does set many policies and procedures and these are not limited to customer 

complaints, as the management considers policies to be a direct link between SID’s vision 

and its day-to-day operations.  [MA] 

One of the interviewees was particularly positive about the effects of this policy: 

As a matter of fact the policies and procedures set by SID management to deal with problem 

solving and customer complaints has helped us a lot, particularly in saving time, though 

we have shortage of staff in our department, but we don’t face difficulties, and this is 

because of the implementation of the policies and procedures. [MD] 

However, two of the managers warned that the procedures in question were in need of 

revision:  
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In regard to the policies and procedures for employees to deal with customer complaints 

and problems, the SID management does set out these policies and procedures, but I 

believe it requires some review. [MC] 

Procedures to deal with customer complaints and problems are stated clearly for all the 

employees in the SID, but unfortunately these have not been renewed to meet up-to-date 

requirements since they were first issued.  They are not used much in the problem solving 

process. But policies are clearly set out and used in a different way in that they contain a 

set of criteria for dealing with customer complaints and problems. [ME] 

Do you provide employees with customer service training? 

Three of the respondents broadly agreed that such training was provided and that it was 

justified: 

SID believes in dealing positively with customers. Even though we are an efficient 

organisation, there is continuous instruction in this regard to improve customer 

satisfaction. [MA] 

Top management are always stating that it is important to focus on the quality of customer 

service training, as it will have a positive impact in reducing employee turnover and 

improving their motivation and morale, which will end up in better customer satisfaction 

and therefore reduced customer complaints.  [MB] 

We are highly concerned with improving the satisfaction of our customers. One of the 

techniques used by SID to achieve this objective is employee satisfaction. This is carried 

out in the belief that the quality of customer service is best improved through effective 
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employee training, as it will improve employees’ ability to resolve issues and reduce the 

number of customer complaints.  [ME] 

The remaining two managers went a little further, asserting that the customer service 

training was successful in raising the standard of customer service and in reducing 

complaints: 

Having been on the training committee for quite some time, I know that SID management 

is making steady progress in improving customer service skills. They believe that through 

customer service training, employees will improve their communication, listening and 

problem-solving skills and acquire new ones, and that it will also enhance the standard of 

the process of dealing with customers and create a sense of team spirit. [MC] 

Training improves how employees interact with customers, which leads to customers 

feeling understood, appreciated and respected. Therefore, because of the training 

programmes which are mainly focused on customer service in general and in dealing with 

customer complaints in particular, the SID management has noticed that the number of 

complaints reported by customers has reduced a great deal. [MD] 

Do your employees receive training in dealing with customer problems/complaints? 

Participating managers made it clear that SID management provided training courses for 

employees at all levels and in different specialisations, and that this training helped 

employees to handle various aspects of customers’ behaviour. This approach indicates the 

organisation’s strong concern with providing good services to its customers. Two managers 

offered general evidence of SID’s commitment to training: 
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SID management spends a huge amount of money to train the employees. I worked in the 

finance department and am personally aware of the amount of money spent to train the 

employees. [MC] 

We support the employees to help them do their work by ensuring they understand the 

priorities within their work.  [MD] 

Two other contributors gave responses focused more specifically on training to improve 

customer service by responding well to complaints: 

Customer complaints help up to improve our product and services. We train our employees 

to take the complaint of each and every customer seriously. We always follow up with the 

requirement of our customers to resolve their queries and make them satisfied. [MA] 

Effective customer complaint handling is one of the most important aspects of providing 

excellent customer service. We give training to our employees to improve attitudes and 

behaviour towards our customers. [MB] 

How do employees handle customer complaints? 

At some point, everyone involved in delivering a service has to deal with an upset customer 

and the challenge is to handle the situation in a way that leaves the customer thinking that 

the organisation is responsive to customers’ needs (Berry, Carbone & Haeckel, 2002). It 

was therefore important to give SID managers an opportunity to state how customer 

complaints were actually handled by their staff. However, in response to the direct question 

above, all of the management interviewees avoided giving a direct answer, returning 

instead to statements of policy and the provision of training, as these excerpts make clear: 
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Employee training is provided to handle customer complaints. In my view, employee 

training should be considered a crucial issue in every organisation, since training plays a 

big role in enhancing employee capabilities, motivating employees and generating more 

loyalty from them. [MA] 

SID strongly believes that investing in training is proof to the employees that we care about 

continual development and progress, which will have a positive reflection on their 

engagement, motivation and efficiency and make them better equipped to deal effectively 

with customers and their issues. Also, the management sets out a very clear and 

comprehensive annual training plan to all the employees and this plan is made as per the 

training needs analysis. We then ensure that employees attend these training programmes 

provided by SID as per the plan. [MB] 

The management provides training to all the employees according to their 

specialisations and needs and every employee who deals with customers undergoes 

training related to customer services and dealing with customer complaints. This is 

because the management believes in the importance of employee training. [MC] 

The focus is more on training related to customer services because in this organisation the 

quality of services and the customer complaints are the first priority. [MD] 

SID believes in dealing positively with customers as we work in an efficient organisation, 

therefore there is continuous instruction in this regard. Top management are always 

stating that it is important to focus on service quality and customer service training as it 

will have a positive impact in reducing employee turnover, improving motivation and 

moral, which will end up in customer satisfaction and therefore reduce customer 

complaints. [ME]  
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What are the most common complaints/problems encountered by employees? 

There were two relatively simple and direct responses to the question of what complaints 

were made to SID employees: 

Dissatisfaction is the most common complaint that we experience. Furthermore, we also 

hear complaints like long waiting time that strain customers’ patience. [MC] 

One customer complaint we sometimes hear is about being shuffled from one person to 

another. This kind of problem shows that our employees are not trained or aware of how 

to resolve the queries raised by our customers. This complaint needs our employees to go 

the extra mile and make the effort to tackle any issues. [MD] 

On the whole, however, this question again did not elicit the responses intended or 

expected, as interviewees appeared to interpret it as referring mainly to complaints made 

by SID employees to their managers, rather than to customer complaints that the employees 

had to deal with in the course of their work. It is nevertheless understandable that managers 

should be concerned with the need to create an ideal working environment free from causes 

for complaint on the part of employees, since this would be likely to result in better 

performance and indeed in a reduction in customer dissatisfaction. The following typical 

responses are therefore all concerned with the working environment and with employees’ 

appreciation of it. 

The main issue that the employees usually face is a pleasant working environment. 

Organisations that fail to foster a positive environment for their employees may face 

difficulty in achieving their objectives and in order to identify the feelings of the employees 

about their work environment, we need to ask about how they feel. We are working on this 
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task to encounter this common issue of work environment. A good work environment helps 

employees to perform better. [MA] 

A good work environment is not only limited to the office location, lounge, lobby and office 

area, but also extends to factors such as professional relationships, policies, resources and 

organisation culture. [MB] 

We rarely receive complaints from employees about the work environment, very few 

conflicts arise between the employees, and as per our knowledge an unhealthy environment 

can reflect negatively on employees physically and mentally, such as causing depression 

and anxiety. [MC] 

In SID the work environment is good but it needs to be revised.  I have visited many 

countries and been able to compare their work environment with ours and I realise that we 

need to pay more attention to this issue. [ME] 

These four responses clearly suggest the existence of a good work environment at SID, 

notwithstanding the recognition of a need for a revision of conditions when comparing 

them with other service departments, both locally and internationally.  

It is notable that MD, one of the interviewees who directly addressed the question of 

customer complaints as part of his response, did so partly in the context of the same 

interpretation of the question as that of his colleagues, modifying the direct answer above 

as to what kinds of customer complaints were commonly heard by insisting that complaints 

about employees were rare: 

In my opinion the work environment in SID is great, which can be seen because for a 

majority of the employees, productivity is high, turnover is low, there is low absenteeism 
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and customers seem satisfied, as there are very few customer complaints about employees. 

This is a strong indication that the workplace environment is good. [MD] 

What in your opinion causes these problems/complaints? 

Interviewees tended to see the performance of SID employees as being a major cause of 

customer complaints, leading them to identify better training as the key to resolving the 

situation. 

Lack of caring by our employees without any action by the employees to resolve the 

customer complaint is the most common cause. [MC] 

Different customers have different situations. We need to provide good training to our 

employees so that no customer is left without help. It is crucial to isolate such incidents. 

[MD] 

SID management is concerned a lot with increasing the level of customer satisfaction.  One 

of the techniques used by SID to achieve this objective is employee satisfaction.  This is 

carried out through the belief that improving the quality of customer service is through 

effective employee training, as it will improve employees’ ability to resolve issues and 

decrease the number of customer complaints. [MA] 

Indeed, one manager claimed that such training was already in place and had had the 

desired effect of reducing customer complaints: 

Training improves the manner that employees interact with customers, which leads to 

customers feeling understood, appreciated and respected. Therefore, because of the 

training programmes which are mainly focused on customer service in general and in 
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dealing with customer complaints in particular, the SID management has noticed that the 

number of complaints reported by customers has reduced a great deal. [MB] 

In your experience, what complaints do you find are the easiest to handle by your 

employees? 

As with the question regarding the most common complaints, when interviewees were 

asked which were the easiest to handle, only two direct responses were given, reinforcing 

the impression that SID managers had little detailed knowledge of this area of the frontline 

work of their department: 

I think to solve customer queries are the easiest complaints we handle every now and then. 

When the customer’s experience falls short of expectations it usually benefits our 

employees by motivating them to handle the situation and ensure that it does not happen 

again. [MB] 

In order to improve customer satisfaction, employees need more training that can change 

the minds of unhappy customers. To convince unhappy customers with effective 

communication and meeting their expectations is the easiest kind of problem for our 

employees to handle. [MA]  

It is of interest that yet again, an interviewee returned to the simple formula that more 

training would improve service quality. This appears to be a general strategy on the part of 

managers and decision-makers as to how to handle issues as they arise. It is evident that 

SID managers wished to convey the message that employees were receiving training 

courses at all levels and in various specialisations, indicating that SID was very much 
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concerned with providing good services to its customers, but that more remained to be done 

in this area. 

What are the complaints that your employees face the most difficulty handling? 

Few clear answers were given to this last question. Only two interviewees appeared to 

address it directly and the first was rather vague as to the kind of complaint concerned. 

Instead, he emphasised the effect on the employees’ morale: 

The most difficult complaints are related to resolving the issues of the customers. This 

approach by the customers demoralises the employees. [MA] 

Another identified a general difficulty facing SID employees with regard to customer 

satisfaction and proposed a solution: 

Our employees find it difficult to solve the issue of overall customer satisfaction because 

the customers are from many different parts of the world and this means that they are all 

very different in their attitudes and behaviour. There is a need to set up role-playing 

sessions to teach employees to be courteous and diplomatic when dealing with unhappy 

customers. This approach provides good feedback regarding how employees should 

respond to such situations. [MD] 

The remaining responses also focused on ways of addressing the occurrence of customer 

complaints by means of policy and training: 

We usually lack strict policies to address customer complaints. Implementing procedures 

to address customer complaints more promptly could minimise the damage to the 

organisation’s image. A quick and successful resolution is required to tackle such 
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complaints that would allow the department to ensure customer satisfaction in the future. 

[MB] 

Existing policies and procedures which deal with problem solving and customer 

complaints require amendments and updating. Also, it should be very clear to help us to 

use it in a legal and proper way. [MC] 

In the light of best practice documented in the literature regarding the importance of 

setting out policies and procedures for employees who deal with problem solving and 

customer complaints, it is crucial to set out clear and up-to-date policies and procedures 

for those members of staff. [ME] 

5.4.2 Frontline employees 

Having conducted the above semi-structured interviews with SID managers, the researcher 

decided to repeat the process with a number of frontline employees whose work involved 

them in dealing directly with customers. In total, six such interviews were undertaken and 

four of these were identified as having elicited particularly relevant and detailed responses 

to the questions listed in Appendix B.  

As was the case for the analysis of managers’ responses, the following account deals only 

with those questions eliciting the most relevant material, which is presented so as to 

minimise the repetition of similar answers.   

How do you communicate with your customers? 

Only one frontline employee claimed to enjoy communicating with customers and finding 

it easy: 
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It is easy for me to communicate with the customers if I am at the counter to guide the 

customers. I prefer to work on a busy shift so that I can interact more with our customers. 

[FC] 

Another emphasised the need to communicate well:  

I know communication plays a big role in employee and customer relationships, but it 

should be done in a good way. We always make sure to remind our customers about the 

importance of conducting open communication with us. [FD] 

The remaining two modified their responses by noting that for them, communication was 

often minimal: 

We show the way to the customers and guide them to smooth the immigration process. If 

there are big crowds there is not much communication with the customers as I am not 

directly involved in customer handling. [FB] 

There is very little communication with the immigrants, but we solve the issues if any are 

faced by the customers. [FA] 

Overall, these four responses indicate the existence of a communication gap between SID 

employees and customers.  

How do you ensure that the customer’s needs are understood? 

Two of the interviewees explained how they could be sure that customers’ needs were met:  

SID management takes the issue of measuring customer satisfaction very seriously and we 

always inform the management in this regard. We conduct regular programmes to ensure 
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customers are satisfied. As there are very few complaints from customers, it can be 

considered a strong indication that customers are satisfied. [FD] 

If we don’t receive many customer complaints and the customers’ waiting times are 

reduced we can be sure that the needs of the customers are understood and fulfilled. [FC] 

The other two were less specific, although one of them again referred to the need to 

minimise waiting times: 

Well, we don’t get much time to interact with the customers. Our main task is to provide 

our service to them on time. The waiting time of our customers should be reduced. [FA] 

Customers deserve to get the best service from us. We do our best to fulfil their 

requirements to ensure that their needs are fulfilled. [FB] 

How important to you is the quality of services delivered by this organisation? 

The frontline interviewees all appeared to see service quality as an essential element of 

their performance, with some linking it to their own working environment and the training 

they received.   

Quality is a crucial element to make a satisfied immigration department. [FA] 

The methods used by SID management to measure customer satisfaction play a big role 

towards improving the quality and the speed of the services provided. [FB] 

Top management are always stating that it is important to focus on customer service 

training, as it will have a positive impact in reducing employee turnover. [FC]  

Quality of service is crucial for any organisation. In SID the working environment is good 

but it needs to be improved further. [FD]  
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Are there any specific problems that you face on a daily or regular basis when dealing 

with customers? 

The employees identified a number of problems that would sometimes arise when dealing 

with customers, related to time, to knowledge of the formalities, to poor communication 

and language issues, and to the handling of complaints about the staff: 

The process that the customers go through is time consuming. We have to rely on both 

manual and automatic processes. [FA]  

There are some occasions where we have to deal with customers having no knowledge of 

the process they have to deal with. [FB]  

The main issue we face on a regular basis is the failure of communication with customers 

due to the language barrier. SID makes sure that all frontline employees can speak English 

as the main language of administration. In my view, language is the key issue in service 

delivery. [FC] 

We have faced customer complaints about individual staff performance or behaviour 

towards our customers. Sometimes, an employee will show a lack of concern to rectify the 

situation. Such issues must be handled in a constructive way. [FD]  

How do you as a frontline employee deal with these issues? 

Two employees stated that their ability to deal with customer service issues was largely a 

result of SID’s dedicated training programmes: 

The management provides training to all employees according to their specialisations and 

needs and every employee who deals with customers undergoes training related to 

customer services. [FC] 
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This is because the management believes in the importance of employee training.  

Frankly speaking I think customer service training provides employees with the 

understanding of the impact their role has on the organisation. Likewise, providing 

customer service training to employees is not limited to adding value for the customers. It 

also aims to raise the organisation’s reputation. [FD]  

The other two frontline employees explained that they would normally pass any such 

matters on to the specialist complaints team: 

I have not been in such a situation before. Well, if I could handle the issue in a short time 

I would do so, but there is a separate team in our organisation who handle customer 

complaints. [FB]  

We don’t have much to do with such issues, because our priority is time phased. If any of 

our customers have any issues, we put then in direct touch with our separate team who 

deal with customer issues. [FA] 

How adequately are the problems resolved from your perspective? 

In response to this question, FB agreed with FA, who maintained his focus on the theme 

of time shortage for both customers and staff:   

Customers have no choice but to wait for their turn while queuing up. We try to reduce 

their waiting time to speed up the immigration process. [FA] 

Similarly, FD considered a problem to be adequately resolved if dealt with in timely 

fashion: 

We give prompt responses to the issues faced by the customers. We try to solve them in as 

short a time period as we can. [FD] 
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The fourth employee responded more generally with another reference to training: 

We consistently get adequate training to handle customer complaints. We are trained well 

enough to handle such situations. [FC] 

Are employees provided with sufficient and necessary training to effectively address 

those problems? 

The respondents all appeared to consider the customer service training provided to be 

thorough, appropriate and adequate: 

Training is provided to us, with the purpose of enhancing our knowledge and it is also 

carried out as per the training needs analysis. [FA]  

I am very happy and proud regarding the training opportunities which are provided to us, 

as to my knowledge many employees have undergone training courses inside the 

organisation and outside. SID believes in dealing positively with customers [and] there is 

continuous instruction in this regard. [FB]  

The quality of customer service is ensured through effective employee training, as it will 

increase employees’ ability to resolve issues and reduce the number of customer 

complaints. Therefore, because of the training programmes which are mainly focused on 

customer service in general and in dealing with customer complaints in particular, the SID 

management has told us that the number of complaints reported by customers has reduced 

a great deal. [FD]  
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Have you received any customer service training? 

It is perhaps surprising that when asked if they had personally been trained in the delivery 

of customer service, the employees tended to offer general support for official policy, rather 

than responding directly: 

It is one of the techniques used by SID to achieve the objective of customer satisfaction.  

Staff training is carried out in the belief that the quality of customer service can be 

improved through effective employee training, as it will enhance our ability to resolve 

issues and reduce the number of customer complaints. [FA]  

It improves the manner that employees interact with customers, which leads to customers 

feeling understood, appreciated and respected. [FB]  

It is evident that SID management is providing training courses to employees at all levels 

and in different specialisations, which indicates that SID is very much concerned with 

providing good services to its customers. [FC]  

Do you have policies and procedures to deal with each customer problem? 

The next question specifically concerned policy on dealing with customers’ problems. Two 

employees appeared happy with the situation in this regard, while the other two mentioned 

the need for reform and renewal:  

There are many policies and procedures that are listed in our guidelines to ensure that the 

problems of our customers are resolved. SID sets many policies and procedures, not only 

about customer complaints, as the management considers policies to be a direct link 

between SID’s vision and their day-to-day operations. [FA]  
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There are a lot of policies and procedures set out by the SID management, and many of 

these are helpful to the managers to easily take decisions with many issues related to 

employees or customers. [FC] 

The policies and procedures to deal with issues related to solving problems and managing 

complaints are available, but I think they need to be updated. [FD]  

Existing policies and procedures which deal with problem solving and customer 

complaints require amendments and updating. They should also be very clear to help us to 

apply them properly and legally. [FB] 

Does your supervisor follow up on any customer complaints/issues? If so, how? 

All four respondents confirmed that their superiors did normally follow up any issues 

affecting customers. One stated: 

Yes, we often take advice from our superiors to solve issues raised by our customers. [FB] 

Another gave a more detailed response, explaining why supervisory help might be 

required: 

If the matter is complicated and we don’t have the time to handle the customer at the front 

desk, we ask our superior to look into the matter. As frontline employees, we cannot focus 

on just one customer for a long time. [FA]  

Do you think the management encourages teamwork and communication? How?  

Two frontline interviewees gave positive and relatively detailed responses to the final 

interview question to be considered here: 
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Communication is both centralised and decentralised. In our organisation, we get full 

support from the top management together with training to improve customer satisfaction. 

[…] We know what tasks we need to perform on the job, but together with effective 

communication and teamwork we are able to maintain consistency in service delivery. [FA]   

Yes, we are encouraged by the management. Every day before work starts, we are given 

our tasks through effective communication. We have to manage with a reduced staffing 

level sometimes, which makes it a bit stressful to deal with customers. During such times 

we get support from our top management. [FB] 

FC affirmed that top management tended to cooperate in solving problems and created a 

sense of team spirit, while FD underlined the role of positive communication and teamwork 

in taking account of the perceptions of employees.  

These interview responses of participating employees allow it to be concluded that 

frontline SID workers generally had positive feelings towards the top management. The 

overall finding emerging from these four interviews is that the general service impression 

and service delivery are the key antecedents that encompasses the notion of prompt service 

provided to the customers.  

 

5.4.3 Expatriates 

Having conducted the above semi-structured interviews with SID frontline 

employees, the researcher decided to repeat the process with a number of expatriates who 

travel to UAE and are customers of SID.  In total, eight such interviews were undertaken 
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and five of these were identified as having elicited particularly relevant and detailed 

responses to the questions listed in Appendix C.  

As was the case for the analysis of managers’ and frontline employee responses, 

the following account deals only with those questions eliciting the most relevant material, 

which is presented so as to minimise the repetition of similar answers.   
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Table. 5.2 Detailed information for the expatriate’s interview findings 

Interview 

questions 

EA EB EC ED EE 

Age 48 65 40 36 46 

Gender Male Male Male Male Male 

Work 

experience in 

UAE 

working in 

UAE since 

11 years 

 Having 8 

years of 

experience in 

UAE 

 Having 10 

years of 

experience in 

UAE 

 Having 4 

years of 

experience in 

UAE 

 Having 

almost 10 

years of 

experience in 

UAE 

Visit reason  Employment 

visa 

 Employment 

visa 

 Employment 

visa 

 Employment 

visa 

 Employment 

visa 

 How would 

you evaluate 

the service 

quality of 

Sharjah 

Immigration? 

 The quality 

of service is 

satisfactory  

 The 

immigration 

department is 

able to meet 

our 

expectations. 

 We are feeling 

comfortable 

and can share 

our details 

openly. 

 We are 

satisfied with 

the services 

provided by 

immigration 

department. 

 Employees 

are very 

active and 

have the 

ability to 

explain to 

our query.   

 How 

responsive 

our 

employees 

are on your 

query? 

 Services are 

very 

responsive 

and explains 

the reasons 

to us for any 

service 

issues. 

 Employees 

are competent 

and have 

respect for the 

customers. 

 Employees are 

having 

effective 

communication 

skills and are 

of good 

attitude. 

 Employees 

always 

respond to the 

customers 

promptly. 

 Employees 

have genuine 

concerns for 

solving 

problems of 

customers.  

 How would 

you like to 

give your 

feedback to 

 The service 

provided by 

the 

immigration 

 There has 

been wide 

range of 

services which 

 Satisfactory  Customer 

service is 

outstanding 

 I think the 

management 

is very 

humble and 
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us on our 

services? 

department is 

satisfactory.  

was specific 

and honest. 

honest to do 

their work. 

 How do our 

employees 

solve your 

queries? 

 They 

interact 

directly with 

us to solve 

our issue. 

 They resolve 

the issue 

quickly 

without 

overreacting 

on it. 

 They try to 

keep the 

morale high 

and seek 

feedback from 

the customers. 

 Employees 

seek 

customer’s 

complaint on 

writing and 

then they 

listen to the 

query. 

 Employees 

are very kind 

and always 

acknowledge 

the issue. 

 What are the 

difficulties 

faced by you 

while using 

our services? 

 There has 

been 

language 

barriers and 

cultural 

differences 

which 

sometimes 

affect the 

services. 

 Language 

barrier is the 

main 

challenge for 

us. 

 When the 

airport is more 

crowded it is 

difficult to 

fulfill customer 

requirements. 

 There are 

some 

unavoidable 

situation 

sometimes 

which leads 

to difficulties 

to handle. 

 Language 

barriers, lack 

of 

immigration 

staffs to 

handle big 

crowd and 

unable to 

concentrate 

on many 

expatriates at 

the same 

time.  

 What 

strategies we 

need to focus 

for 

improving 

our services 

 There must 

be different 

person for 

specific 

services. 

 There is a 

need to 

understand the 

requirement 

and know 

customers 

clearly.  

 Strict rules 

and regulations 

with 

appropriate 

guidelines on 

the service 

delivery. 

 Deal with the 

problems and 

solve the 

query as soon 

as possible 

 There must 

be 

multichannel 

service 

system and 

create a 

culture of 

excellence.  

What is your 

view 

Need to 

empower 

 Employees 

must be 

 Managers 

must assist and 

 Service 

should be 

 Managers 

must have 



133 
 

on providing 

customized 

services to 

customers?  

staffs to deal 

with the 

issues and 

have positive 

feelings or 

impression 

trained 

enough to 

solve the 

common as 

well as critical 

problems.  

support the 

customers with 

positive 

attitude and 

impression. 

based on 

innovation 

and employee 

empowerment 

customer 

oriented 

focus. 
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5.5 Summary of themes 

After reviewing the data gathered by means of interviews with both managers 

and frontline employees of SID, an attempt was made to draw a conclusive picture of 

the information acquired. The findings from each set of interviews were analysed 

systematically in a process which involved reading the transcript of each interview and 

assigning a key word or phrase to each comment in order to categorise themes within 

text, then subsequently allocating other items to these dimensions. The themes listed in 

Table 5.2 were identified on the basis of word frequency, in other words, of the weight 

of usage by the participants.  

Table 5.3: Summary of themes 
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Theme Description 

Attitude Attitude of top management towards technology 

and working style 

Communication Exchanging of information through a medium to 

mutually understand each other. It is similar to be 

responsive to the issues of customers and be 

friendly. 

Feeling Being conviction to help the customers with a 

positive intuition.  

Behaviour The way in which individuals conduct themselves 

towards others 

Responsive Reacting to the queries of customers quickly and 

positively. 

Organisational design Structure of the organisation and its motivational 

approach 

Organisational culture The assumptions, beliefs and values which govern 

the behaviour of the employees in the organisation 

Employee encouragement Rewards for those creating value for the 

organisation 

Timely information Accuracy of information at regular time intervals 

Motivation Strategy for becoming a good leader 

Culture Culture includes, knowledge, language, social 

habits and other characteristics of individuals that 

are passed along with the communication. 

 

 

The themes listed above were chosen according to their word frequency 

distribution, were calculated. The data were then sorted to clump similar words together 

into collections.  

5.6 Conclusions from the qualitative analysis 

The qualitative data were collected in a reliable and structured manner and the 

same questions were asked of every interviewee within each of the two groups. The 

findings of the qualitative phase indicate that top the management executives provided 

insights that are important for this study. The central research questions related to the 
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qualitative study were these: How do the employees handle their customers? What are 

the responses of senior management to the opportunities and challenges associated with 

customer satisfaction in SID? In particular, the study was interested in the criteria that 

were used in creating and maintaining the organisation’s prospects and workability 

through an effective communication system.  

Analysis of the interview data resulted in the generation of nine themes: (a) 

attitude, (b) communication, (c) feeling (d) behaviour, (e), responsive (f) business 

environment, (g) organisational design, (h) organisational culture, (i) employee 

encouragement, (j) timely information, (k) motivation and (l) culture. It is a central 

contention of the study that there is strong influence of service quality factors on service 

behaviour. For the qualitative findings the most important data were collected during 

the interviews conducted with frontline employees. Consistent service delivery was 

found to be the key aspect of satisfaction for the expatriate customers. Efforts to 

understand the culture of the organisation and the attitude of its employees are essential 

in guiding the organisation’s performance and credibility. Thus it can be concluded that 

the qualitative research approach is able to support a highly quantitative approach to 

investigating service-related factors that affect the strength and valency of customer 

satisfaction.  

Based on the qualitative themes identified through the word frequency analysis 

key components for service quality towards culture and behaviour were extracted. 

General impression was the first factor of service quality which was extracted from the 

key word “opinion”. The customers like to get opinion or suggestions from the SID 

employees and solve their queries. General impression was also similar to the 

SERVQUAL factor “Assurance” which creates positive impression on the expectation 

of the expatriates. The second key factor identified was  service delivery. This has 
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already been the key factor of SERVQUAL model aand has been supported by many 

previous literatures like (Danaher & Mattsson, 1994; YuSheng & Ibrahim, 2019). The third 

factor of service quality was service location. This factor was one of the contribution 

finding from the qualitative research as location and layout creates positive impression 

on the customers. Facilities in the premises of SID will create positive behaviour and 

satisfaction level will increase. The last service quality factor was service 

communication. Communication is the key service quality factors nowadays in any 

organization. We will be unable to identify issues that customers face if we are not 

communicating effectively with them. Employees of SID were trained in such a manner 

that customers know the way and process before they enquire for it. Another 

contribution to the framework was the importance of culture. UAE is represented by its 

culture and it matters a lot for the organization.  

The aim of the study reported in this thesis is to investigate and identify factors 

affecting the perceptions that expatriate members of the Sharjah workforce have of the 

immigration services that they have experienced. Factors which are explored include 

the delivery of services, the quality of the product, fees, the location of service centres, 

the ease of use of services and a range of processes experienced by expatriates, as 

reported to officials. Issues related to discrimination, professionalism, quality of 

services, time delivery, fees and accuracy of services have ostensibly led to negative 

perceptions of SID and are examined in detail.  

Figure 5.3 depicts the theoretical framework adopted for the study. 
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Figure 5.3: Theoretical framework 

 

As the connectional framework diagram indicates, if a consumer’s behavioural 

intention is negative, then the output will be a negative perception of the service offered 

by SID. In this case, the customer will refuse to accept the service provided. Being able 

to implement and manage effective immigration services depends on numerous factors. 

In the service literature, service quality is largely operationalised as ‘perceived quality’: 

a comparison between customers’ expectations of a service and the way that the service 

has been performed. Perceived quality therefore involves the degree and direction of 

discrepancy between customers’ perceptions and expectations (Parasuraman et al., 

1988). 

Similarly, if the customer’s perceptions are positive, then the intention will also 

be positive and the output will be increased customer satisfaction and acceptance of the 

service. Thus, based on such direct and indirect relationships, it is hypothesised that 

customers will seek the service delivery, service quality, service location and service 

Service quality 

factors 

 

 

General impression 

Service delivery 

Service location 

Service response 

SID culture 

Service behavior 
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communication that will enhance their behavioural perceptions. Such service quality, 

delivery, location and communication can be understood in terms of the gap model 

(Figure 2.2), which identifies the attitudes and behaviours of consumers as the key 

outcomes.  

Five hypotheses are examined in this research from the qualitative findings: 

H1: The general impressions of SID employees significantly influence the 

behavioural perceptions of SID customers. 

H2: The service delivery by SID employees significantly influences the behavioural 

perceptions of SID customers. 

H3: The service location of SID employees significantly influences the behavioural 

perceptions of SID customers. 

H4: The service responses of SID employees significantly influence the behavioural 

perceptions of SID customers. 

H5: SID culture mediates the relationship between service quality factors and the 

behavioural perceptions of SID customers. 

Structural equation modelling (SEM) is used to test these hypotheses, based on 

the causal relationships among the conceptual foundations of service quality factors, 

SID culture and behavioural perception, using the gap model as shown in Figure 2.2. 

This analytical method is used in Chapter 4 to explain the relationships among the 

research variables based on service quality. It is hoped that this analysis in will 

contribute significantly to modifying existing concepts of service quality and thus to 

improving service quality in SID.   

 

5.7 Overview of Quantitative data analysis 

The quantitative data collected during the first phase of this study were analysed 

using SPSS version 21.0. W. Zikmund and Babin (2006) stated that SPSS is widely 
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employed by many researchers for the analysis of data. It was used here for data 

screening and coding, as well as for detecting outliers and determining normality. It 

was also employed to calculate means, standard deviations, non-response bias, 

skewness and kurtosis.  

Confirmatory factor analysis was performed in the second phase of structural 

equation modelling to test the hypotheses set out in Chapter 2, Section 2.10. Previous 

studies have suggested that SEM is a reliable and effective tool for studies in the 

behavioural and social sciences, which deal with many unobservable constructs 

(Stevens, 2012). SEM aids in the assessment of the unidimensionality, validity and 

reliability of every construct. Furthermore, it provides a general test of fitness for the 

model and can be used to estimate the individual parameters simultaneously (Joseph F 

Hair, Anderson, Tatham, & Black, 1998; Kline, 2011). Recently, SEM has become the most 

common tool for statistical analysis in academic studies (J. C. Anderson & Gerbing, 1988; 

Joseph F Hair et al., 1998; Kline, 2011). Moreover, it has been confirmed in the literature 

that SEM is the method of choice for the analysis of multivariate data (Hershberger, 

2003). Finally, the use of SEM for testing the assumed relationship between factors 

permits a simultaneous complete investigation of all the proposed relationships such as 

those existing among multiple dependent variables (Byrne, 2013). 

The covariance-based software AMOS version 21.0 was selected for use ahead 

of others such as LISREL and EQS and of the variance-based software alternatives, 

Smart-PLS or PLS-Graph (Chin & Newsted, 1999). As a consequence, only those 

measurements which were validated and well supported with theory were used to 

measure the constructs. Hence, the conceptual model used in this study could not be 

said to be a prediction-oriented model. 
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The process for the analysis of quantitative data is depicted in Figure 5.1 in the 

form of a flowchart. This shows that the data analysis process comprised an initial phase 

of preliminary descriptive analysis, involving the screening of the data, followed by a 

two-stage SEM phase, which is common in published studies (J. C. Anderson & Gerbing, 

1988; Joseph F Hair, Ringle, & Sarstedt, 2013). The processes involved in the first stage of 

SEM were unidimensionality analysis, determinations of reliability and validity and the 

development of a measurement model. Prior to the first stage of SEM, the common 

method of variance analysis was performed to interpret the data and to estimate the 

extent of any effects arising from bias and multicollinearity issues. 

 

Initial phase: 

Descriptive data analysis 

 

Second phase, Stage 1: 

Measurement model (CFA) 

 

Assessment of fit 

 

Model modification 

 

Second phase, Stage 2: 

Structural model 

 

Assessment of fit 

 

Hypothesis testing 

 

 

Model modification 

 



142 
 

Figure 5.1: Summary of data analysis process 

5.7.1 SEM assumptions 

In order to make use of SEM, it was first necessary to ensure that the data 

satisfied several assumptions including normality and that the sample size was adequate 

for SEM, because covariance and correlations are usually unstable when determined 

using a small sample (Kline, 2011; Tabachnick & Fidell, 2001). Small sample sizes also 

reduce the strength of the detection of the significant path coefficients and have a 

tendency to produce instability or sample error within the covariance matrix, often 

leading to inadmissible solutions, as well as unsatisfactory goodness-of-fit indices 

(Quintana & Maxwell, 1999). Hair et al. (1998) suggest that a sample size of at least 100 

is required to ensure the appropriate use of maximum likelihood estimation (MLE) in 

SEM, while other authors have argued that MLE is applicable to SEM only with a 

sample size not less than 200 (Boomsma & Hoogland, 2001). The assessment of the 

complexity of the estimated model is another criterion for the recommendation of 

sample size. 

In the absence of agreement among the previous studies regarding sample size, 

this study considered a sample size of 339 as being large enough for accurate analysis 

(Boomsma & Hoogland, 2001; Krejcie & Morgan, 1970) and hence appropriate for use in 

the SEM analysis. 

5.7.2 Estimation of maximum likelihood  

The purpose of estimating maximum likelihood is to broaden the likelihood of 

observed data coming from a population which is consistent with the model been 

implied. The advantage of the MLE method is its use of full information, which implies 

that all of the estimates of a model parameter are simultaneously calculated. An 
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estimation method’s fit function is the statistical criterion which the method seeks to 

minimise; within the maximum likelihood, the fit function represents the difference in 

the covariance between the experimental data and the data from the population which 

is specified by the model that is being estimated. 

SEM refers to a number of models in statistics which seek to interpret the 

relationships between multiple variables. In order to do this, it investigates the structure 

of interrelationships shown in a number of equations which are similar to equations of 

multiple regression (Joseph F Hair, Tatham, Anderson, & Black, 2006). SEM can be seen as 

the extension of the general linear model approach, which includes many common 

statistical methods such as multiple regression, factor analysis, path analysis, analysis 

of covariance and time series analysis as special cases. 

The SEM function formulates the MLE for the structural equation model 

through the use of the model’s specifications. MLE is a conventional process which is 

readily available for use in estimating structural equation models. To be specific, this 

research focuses on estimating a partial model’s structural relationships with a small 

sample and with multiple groups. The process of the analysis in this project comprised 

the following steps: 1) the simplification of a theoretical model, 2) the estimation of the 

revised model for the multiple subgroups existing within the data and 3) the use of 

alternative estimation procedures for the evaluation of the final model for all of the 

groups and each subgroup.  

5.7.3 Goodness-of-fit assessment 

To determine the fitness of the model developed for the study, various indices 

of goodness of fit were calculated. Hair (1998) suggests using at least three fitness 

indices: an absolute fit index, an incremental fit index and a parsimonious fit index. The 
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absolute fit indices, which determine how well a model accounts for the covariance 

existing in the data, comprise chi-squared (χ2), the goodness-of-fit index (GFI) and the 

root mean square error of approximation (RMSEA) (Hu & Bentler, 1995). The 

incremental fit indices assess how well the proposed model fits the data in comparison 

to a baseline model which seems to be independent within all the variables. These 

comprise the comparative fit index (CFI) and the normed fit index (NFI) (Bentler, 1990). 

Finally, the parsimonious fit index can be determined using normed chi-squared (χ2/df). 

These various goodness-of-fit indices and their properties are summarised in Table 5.4:  

Table 5.4: Summary of goodness-of-fit indices 
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Goodness-of-

fit indices 

Acceptable 

value 

Comments 

Absolute fit 

indices: 

    

Chi-squared  p > 0.05 

(Byrne 2001; 

Kline 2011) 

Indicates exact fit of the model. A 

non-significant p-value indicates 

an adequate representation of the 

data. This measure is sensitive to 

large sample size. 

   
Goodness-of-

fit (GFI) 

GFI ≥ 0.90 

(Hair et al. 

1998; Kline 

2011) 

Value close to 0 indicates a poor 

fit, while value close to 1 indicates 

a perfect fit. GFI indicates the 

amount of covariance between the 

latent variables in the model. 

   

Root mean 

square error 

of  

approximation 

(RMSEA) 

RMSEA ≤ 

0.08 

(Browne and 

Cudeck 

1993;  

Kline 2011) 

Values of less than 0.05 are 

generally considered a good fit. 

Values between 0.05 and 0.08 are 

considered adequate. A value up to 

.10 is considered acceptable and 

represents the lower bound of fit. 

   Incremental 

fit indices: 

Comparative 

fit index (CFI) 

CFI ≥ 0.90 

(Bentler 

1990; Kline 

2011) 

Compares the hypothesised model 

against a null model. 

   
Normed fit 

index (NFI) 

NFI ≥ 0.90 

(Kline 2011) 

Value close to 0 indicates a poor 

fit, while value close to 1 indicates 

a perfect fit. 

   Parsimonious 

fit index: 

Normed chi-

squared 

(χ2/df) 

1.0 ≤ χ2/df ≤ 

5.0 

(Cunningham 

2008b; Kline 

2011)  

Lower limit is 1.0, upper limit is 

3.0 or as high as 5.0. 

   

 

5.7.4 Reliability analysis 

The reliability of the constructed model was determined in this study using two 

methods. According to Zikmund (2003), the reliability of a model is “the extent to 
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which the measures are random error free and therefore produce consistent results”. 

The main objective of reliability tests is the minimisation of error and bias in the 

research (Yin, 2014). In the current research, CFA was used to determine the internal 

consistency of the model. This was necesásary to ensure the reliability of all measures 

used in the study; it also gave the researcher confidence that the individual items were 

consistent in their measurements (Joe F Hair, Sarstedt, Ringle, & Mena, 2012). The two 

measures of reliability used here were construct reliability (CR) and average variance 

extracted (AVE), as suggested by Formell and Larcker (1981). A CR value equal to or 

greater than 0.60 and an AVE value equal to or more than 0.50 are regarded as 

acceptable measures (Bagozzi & Yi, 1988; Hair et al., 2012). 

5.7.5 Validity analysis 

Validity is “the capability of a scale to efficiently measure what was actually 

intended to be measured” (W. G. Zikmund, Babin, Carr, & Griffin, 2003). Three types of 

validity analysis were used in the present study, as explained in Section 4.6.2: construct, 

convergent and discriminant validity analysis. 

This section has outlined the analytical procedures applied to the quantitative 

survey data. Those which follow set out in greater detail the conduct of the successive 

phases and steps of the process, beginning with the preliminary analysis. 

5.8 Preliminary analysis 

5.8.1 Data coding and editing 

The editing of the data was begun immediately after its collection, in order to 

be sure that there was no issue of missing data. The data collected in the survey were 

therefore first assessed for legibility, omissions and consistency (Zikmund, 1994). As 
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suggested by Sekaran (2006) a completion rate of about 75% of the content of the 

questionnaire was considered adequate for sampling purposes in this study. 

The survey data were manually keyed into SPSS. According to Hamamreh, 

Furqan, and Arslan (2017), pre- and post-coding are the two main ways of entering data. 

The precoding method, which was used in this study, required that all questionnaire 

items were precoded with numerical values. An analysis of frequency was conducted 

for every variable in order to screen for values that were out of range. Any value that 

was out of range was revisited and where appropriate, corrected. 

5.8.2 Data screening  

The screening of data was vital in order to make sure that they were correctly 

entered without any outliers and to confirm that the distribution of each variable was 

normal. The confirmation of normality is necessary because it is an assumption to be 

fulfilled for the use of SEM and in multivariate and univariate analysis (Hair et al. 1998; 

Kline 2005; Hair, 2006; Tabachnick & Fidell 2001); to this end, all of the data were 

thoroughly examined for mean values, standard deviations, skewness and kurtosis, as 

reported in Table 5.5. All of the items and all of the variables were found to fulfil the 

normality criteria.  

 

Table 5.5: Normality test 

Item  Mean Std. deviation Skewness Kurtosis 

GI1 3.87 .831 -.443 .033 

GI2 3.88 .883 -.676 .270 

GI3 3.78 .867 -.468 .045 

GI4 3.85 .839 -.731 .781 
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GI5 3.91 .710 -.467 .394 

SL1 3.94 .763 -.816 1.509 

SL2 3.94 .774 -.657 .832 

SL3 3.89 .775 -.538 .178 

SL4 3.88 .839 -.524 -.017 

SD1 3.84 .843 -.401 -.075 

SD2 3.86 .746 -.276 -.172 

SD3 3.88 .857 -.561 .227 

SD4 3.83 .774 -.320 -.202 

SD5 3.88 .751 -.399 .250 

SD6 3.82 .812 -.455 .201 

SR1 3.85 .788 -.560 .340 

SR2 3.85 .829 -.743 .884 

SR3 3.86 .790 -.683 .924 

CU1 3.93 .820 -.479 -.203 

CU2 3.96 .796 -.734 .826 

CU3 3.84 .844 -.469 .169 

CU4 3.92 .784 -.929 1.534 

SB1 4.06 .895 -.776 .252 

SB2 3.93 .827 -.430 -.031 

SB3 3.97 .863 -.916 1.140 

SB4 3.93 .813 -.630 .650 

After the removal of missing data, the method of Hair et al. (1995) and Kline 

(2005) was therefore used to check for normality of distribution, which is the extent to 

which the distribution of data in a given sample corresponds to a normal distribution. 

An absolute kurtosis value of more than 10.0 is considered problematic, while a value 

of more than 20.0 points towards a serious problem, according to Kline (2005), who 

recommends that acceptable values of absolute skewness and kurtosis should be no 
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higher than three and ten respectively. The above results of the univariate analysis of 

normality for the measurement model show that there was no normality issue.  

5.8.3 Response rate 

To achieve an appropriate rate of response, a total of 500 questionnaires on 

quality of service were randomly distributed to expatriate customers of SID between 

October and December 2016. The researcher found it difficult to manage his time and 

to collect all of the data in the limited time available. Of the 500 questionnaires 

distributed, 362 were returned, a response rate of 72.4%. The reason for some 

questionnaires not being returned was that the participants and the researcher had busy 

schedules involving departures or arrivals at the airport. The researcher therefore sought 

the help of colleagues to distribute questionnaires and to collect them once completed. 

Among the 362 questionnaires that were returned, 23 were unusable because some of 

the data were missing or similar answers were given to all of the questions. Overall, as 

Table 5.6 shows, 67.8% of the distributed questionnaires were used in the analysis, 

amounting to an effective sample size of 339. 

 

 

 

Table 5.6: Questionnaire response rate  

  Number  Percentage 

Total questionnaires distributed 500 100% 

Completed questionnaires received 362 72.4% 

Unusable questionnaires 23 > 20% unanswered items 
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Usable questionnaire 339 67.8% 

The response rate was considered appropriate because it fell within the range of 21% 

to 50% percent suggested as appropriate by Randall and Gibson (1990). 

 

5.9 Demographic profile of respondents 

Expatriates working in Sharjah were requested to complete a questionnaire consisting 

of 30 items with responses on a five-point Likert scale, beginning with questions on 

their gender, nationality, age and education. Table 5.7 lists the demographic results. 

Table 5.7: Demographic profile of respondents 

Item Frequency Percentage 

Gender     

Male 282 83.2 

Female 57 16.8 

Nationality   

Arab 96 28.3 

Asian 59 17.4 

African 75 22.1 

Indian/Pakistani 95 28.0 

Others 14 4.1 

Age   

21 to 30 years 41 12.1 

31 to 40 years 98 28.9 

41 to 50 years 131 38.6 
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51 to 60 years 69 20.4 

Education   

High school 13 3.8 

Diploma 62 18.3 

Bachelor’s degree 109 32.2 

Master’s degree 126 37.2 

Doctorate 29 8.6 

 

The table shows that male respondents outnumbered females by a ratio of 

almost five to one. Regarding nationality, around 30% of respondents were from Arab 

countries and a similar number from India and Pakistan, with somewhat fewer from 

Africa and from other Asian countries. Regarding the age of the respondents, the decade 

most strongly represented was that of the 41 to 50 year-olds, numbering close to forty 

percent of the sample, followed by around thirty percent in the 31 to 40 year-old range. 

The figures for the final category show that the majority of respondents were highly 

educated, with more than three quarters having a university degree and most of the 

remainder holding a diploma. This high level of education indicates that the respondents 

were on the whole well qualified to be able to understand the questionnaire items and 

to answer them accurately.  

5.10 Common-method variance  

Common-method variance (CMV) is the variance which is attributable to the 

method of measurement instead of the constructs that were supposed to be measured. 

Method bias is a major source of error in measurement and most scholars agree that 

CMV is a potential risk encountered in behavioural research (Podsakoff, MacKenzie, 



152 
 

Lee & Podsakoff, 2003). Indeed, CMV is a major issue in the present research, since it 

is one of the major errors in measurement. Any such measurement poses a threat to the 

validity of the model and represents a risk of the relationships between constructs 

possessing random and systematic components simultaneously (Bagozzi & Yi, 1991; 

Hair et al, 2013). 

The techniques used to control for CMV are explained in the following sections. 

These techniques were reviewed during the conceptual development of the model to be 

used for the control of CMV in AMOS, which concluded with a discussion of the 

strengths and weaknesses of the proposed approach, as well as a presentation of further 

guidelines for the diagnosis and control of CMV with AMOS.  
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Figure 5.2: Common method variance of the items 

The model estimation that is shown in Figure 5.2 demonstrates that the worse 

the model seems to be, the more it is free from issues of multicollinearity (Blasius & 

Thiessen, 2012; Campbell & Fiske, 1959). Based on the CMV analysis, the model was seen 

to be unfit and worse. This indicates the absence of issues of multicollinearity or 

response bias. The research could thus proceed with further analysis.  
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5.11 Measurement model analysis 

In the measurement model shown in Figure 5.3, rectangles represent the 

observed variables, i.e. items which were previously developed, while the factors are 

represented by ovals. Single-headed arrows link the factors to their indicators and also 

link error terms to their respective indicators, while double-headed arrows show the 

correlations between the factors. The values marked on the arrows that connect the 

factors to their items are the estimates of the standardised parameters, also referred to 

as factor loadings. Values which are next to the edges of the items are the squared 

multiple correlations between the latent variables. Finally, those that are next to the 

curved double-headed arrows show the correlations between these factors.  

5.11.1 Unidimensionality of constructs 

The first component of the SEM analysis is the model for the measurement of 

the underlying constructs, which is provided by the path diagram. Unidimensionality is 

a statistical method which is used in the development of scales and the maximisation 

of confidence concerning their validity and reliability (De Vaus, 2002). Zainuddin 

(2012) states that in order to satisfy the unidimensionality test, there is a need to delete 

low factor loading items and to repeat this process until the desired fitness index is 

achieved. Figure 5.3 illustrates the measurement model obtained through CFA, in 

which items that exhibited redundancy were deleted through EFA.  

For each of the models, multiple items were used for the measurement of each 

underlying factor. In case of item redundancy, there was a need to re-specify the model 

by removing the items that were redundant (Arbuckle, 2005; Hair et al., 2006; Kline, 

2005). Doing this ensured that the remaining constructs would be parsimonious and 

unidimensional (Anderson & Gerbing 1988). To achieve the unidimensionality of a 

construct, the indicators or items specified for the measurement of a proposed 
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underlying factor must first have relatively high standardised loadings (0.50 or greater) 

on that factor (Hair et al., 2006). Secondly, the estimated correlations existing between 

the factors must not be more than 0.85 (Kline, 2005). Figure 5.3 shows that no 

constructs had a correlation of more than 0.85. Similarly, the factor loadings of the 

measured items of the variables were more than 0.50. It is thus confirmed that the 

unidimensionality level was achieved. 

 

Figure 5.3: Measurement model of the constructs 
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5.11.2 Reliability and validity of the measurement model 

Having established the unidimensionality of all 26 constructs measured, the 

next step was to test the reliability and validity of each of the constructs (Joseph F Hair 

et al., 2013). Their reliability was assessed through the use of CR and AVE, while their 

validity was assessed by means of construct, convergent and discriminant validity 

analysis. Table 5.8 shows that the composite reliability of all of the constructs satisfied 

the benchmark score of 0.70 (Joseph F Hair et al., 2013; Nunnally, 1978). Grandzol and 

Gershon (1997) suggest that reliability can be evaluated in terms of the set of latent 

construct indicators whose measurements are consistent. Reliability is the extent to 

which two or more indicators are related when measuring constructs. 

The criterion used to measure the reliability and the internal consistency of each 

latent construct was composite reliability. A composite reliability value of more than 

0.6 is needed for the achievement of the construct’s composite reliability. Average 

variance extracted is the mean percentage of variation which has been explained by the 

construct’s measuring items. In the process of CFA, the AVE and CR values were 

determined using the formulae proposed by Fornell and Larcker (1981) to further 

strengthen the reliability of the constructs. The value of composite reliability was 

employed as a marker for the determination of the reliability of the scale to measure 

general impression, service delivery, locality, response and SID culture, as well as the 

service behaviour which the expatriates received. The composite reliability value was 

more than 0.70 and the AVE was more than 0.50, which are the benchmarks proposed 

by Bagozzi and Yi (1988)), thereby lending further support to the reliability of the 

constructs. 

CFA was also employed for the assessment of construct validity, which was 

considered vital for the testing of the theory (Bagozzi, 1980). The construct validity 
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was accordingly confirmed on the basis of goodness-of-fit indices (Hsieh & Hiang, 

2004), as reported in Section 4.2.3. Evidence of convergent validity was found in the 

high factor loadings (greater than 0.50) of all the factors (Anderson & Gerbing, 1988; 

Holmes-Smith, Coote, & Cunningham, 2006). Additionally, the outcome of AVE 

further supported the assignment of convergent validity. As to discriminant validity, 

factor correlations in the measurement model were not more than 0.85, as suggested by 

Kline (2005). The validity criteria and their respective results are summarised in Table 

5.8. 

Table 5.8: Validity criteria for measurement model 

Construct 

validity 

All fitness index for the model meet the required 

level. 

Discriminant 

validity 

The redundant items are either deleted or constrained 

as free parameters. Correlation between variables is 

less than 0.85. 

 

5.11.3 Construct validity 

The validity of the measurement model’s items was achieved as soon as the fitness 

indices of all of the constructs were achieved up to the required level. Table 5.9 shows 

the values of the four fitness indices with their acceptable levels. Three of these have 

been explained in Section 5.11.3; the other is the Tucker-Lewis index (TLI), a non-

normed fit index. 
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Table 5.9: Indices and acceptable levels  

Index Value Acceptable level (Hair et al., 2006) 

RMSEA 0.007 Less than 0.08  

CFI 0.999 0.90 is a good fit 

TLI 0.999 0.90 is a good fit 

χ2/df 1.016 Less than 5 

The values listed in Table 5.9 confirm that the fitness index level for the 

measurement model was achieved, thus also confirming the achievement of construct 

validity. Discriminant validity was assessed by examining the correlation coefficient in 

order to determine if the factors were distinguished (Thompson, 1997). From the 

constructs in the measurement model, the discriminant validity criteria were confirmed 

by the fact that the correlation between the constructs did not exceed 0.85.  

Table 5.10 shows the standardised regression for each item in the three 

constructs of general impression, service (delivery, location, behaviour, and response) 

and SID culture. The outcome was the presentation of beta coefficients for the 

components and it was observed that for all of the items the coefficient was above 0.50, 

which indicates both positive factor loadings and high model fitness. The service factors 

(general impression, service delivery, location and response) served as exogenous 

constructs which were there to show the main features and elements of SID culture and 

service behaviour. All of the items were found to have beta coefficient values of more 

than 0.60, showing the existence of high factor loadings. The correlations between the 

variables were also not more than 0.85, showing the absence of multicollinearity issues 

between them. Therefore, the overall second-order measurement model between the 

constructs (exogenous and endogenous) was also confirmed as fit. 
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Table 5.10: Measurement model standardised paths 

Standardised paths Estimate CR AVE 

GI1 <--- General_Impress 0.744 0.81 0.516 

GI2 <--- General_Impress 0.715   

GI4 <--- General_Impress 0.700   

GI5 <--- General_Impress 0.715   

SL1 <--- Service_Location 0.703 0.825 0.542 

SL2 <--- Service_Location 0.749   

SL3 <--- Service_Location 0.772   

SL4 <--- Service_Location 0.719   

SD1 <--- Service_Delivery 0.744 0.846 0.524 

SD2 <--- Service_Delivery 0.722   

SD3 <--- Service_Delivery 0.745   

SD5 <--- Service_Delivery 0.741   

SD6 <--- Service_Delivery 0.666   

SR1 <--- Service_Response 0.725 0.772 0.53 

SR2 <--- Service_Response 0.775   

SR3 <--- Service_Response 0.682   

CU1 <--- SID_Culture 0.786 0.831 0.551 

CU2 <--- SID_Culture 0.737   

CU3 <--- SID_Culture 0.711   

CU4 <--- SID_Culture 0.733   

SB1 <--- Service_Behavior 0.783 0.831 0.552 

SB2 <--- Service_Behavior 0.708   

SB3 <--- Service_Behavior 0.718   

SB4 <--- Service_Behavior 0.760     
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Analysis of the measurement model revealed that the AVE values of the 

constructs (exogenous and endogenous) were higher than 0.50, as required, thus finally 

confirming the measurement model as fit.  

 

5.12 Structural model: results and analysis 

The second and major stage of an analysis may involve the generation and 

testing of a structural model (Anderson and Gerbing, 1988; Hair et al., 1995; Kline, 

2005; Holmes-Smith et al., 2006), which has been described as “the part of the model 

which specifies the relationship of the latent variables with each other”. The main 

purpose of structural models is depict and test research hypotheses. SEM was used in 

the present study because it is based on the principles that govern multiple correlations 

and regressions, allowing sound interpretations from the results of statistical tests and 

the interpretation of regression coefficient values. Many statistical tests are associated 

with SEM and the right interpretation of the results is always needed. 

This section explains how SEM was used to examine the relationships between 

the exogenous constructs—namely general impression, service (delivery, location, 

response), SID culture and service behaviour—and the endogenous constructs. The 

major benefit of SEM is that the paths of one-way coefficients represent direct 

relationships between the constructs (Breitsohl, 2019). Table 5.11 lists the revised 

versions of the five hypotheses developed through qualitative approach.   
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Table 5.10: List of hypotheses 

 Hypothesis 

H1 There is a significant positive influence of the general impression of SID 

employees on the behavioural perceptions of SID customers. 

H2 There is a significant positive influence of the service delivery of SID employees 

on the behavioural perceptions of SID customers. 

H3 There is a significant positive influence of the service location of SID employees 

on the behavioural perceptions of SID customers. 

H4 There is a significant positive influence of the service response of SID 

employees on the behavioural perceptions of SID customers. 

H5 SID culture mediates the relationships between service quality factors and the 

behavioural perceptions of SID customers. 

In SEM, the proposed causal relationships are always represented in the form 

of a path diagram. The CFA figures provided in this chapter, including the hypothesised 

model presented as Figure 5.4, depict these path diagrams whose components are the 

observed and unobserved variables, the measured errors, the relationships between the 

observed variables (represented by single-headed arrows) and the covariances (with 

double-headed arrows), showing the correlations among the constructs. Those 

constructs such as service behaviour, general impression, SID culture and service 

(delivery, location, and response), which could also be referred to as unobserved 

variables, are represented as ovals, while the measured constructs or observed variables 

are represented as triangles.   

The single-headed arrows between the constructs indicate linear relationships 

between them, thereby explaining the interdependence of the constructs. The direct 

relationships between service behaviour, service (delivery, location, and response) and 

general impression, and the effect on these relationships of the mediating variable, SID 

culture, are all represented as hypothesised relationships between two variables. The 
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encircled symbols e1, e2 … e28 denote the measurement error related to each of the 

constructs (observed and unobserved). 

To test the above hypotheses, the estimates of the parameters were examined, 

along with the coefficient values. The parameter estimates were used to generate the 

model’s population covariance matrix (estimated) (Tabachnick and Fidell 2001). The 

values of the coefficients were derived by dividing the variance estimate by its standard 

error. At a critical value or z-value of more than 1.96 for any regression weight, the 

parameter was considered statistically significant at the .05 level. 

 

Figure 5.4: Hypothesised model 
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Analysis of the measurement model discussed in Section 4.6 validated the 

models of all latent constructs and achieved satisfactory validation fitness. In the 

hypothesised models, SID culture and service behaviour were regarded as endogenous 

constructs, while general impression, service (delivery, location, and response) were 

regarded as exogenous constructs. 

To evaluate the fitness of the model in SEM using AMOS, a series of goodness-

of-fit indices was generated. According to Kline (1988), the four indices most widely 

employed in research studies for the evaluation of a model’s fitness are χ2/df , RMSEA, 

TLI and CFI. These differ in that RMSEA addresses absolute values, CFI and TLI 

consider incremental values and χ2/df is concerned with parsimonious values. Smith 

(2006) asserts that confirmation of a model’s fitness should depend on employing a 

minimum of three significant fitness indices. This study therefore used all four of the 

above indices to confirm model fitness.  

Table 5.12 lists estimates and CR values for the hypothesised model. 

Table 5.12: Hypothesised model estimates 

Standardised paths Estimate CR p 

SID_Culture <--- General_Impress 0.144 2.267 0.023 

SID_Culture <--- Service_Location 0.402 5.298 *** 

SID_Culture <--- Service_Delivery 0.358 5.124 *** 

SID_Culture <--- Service_Response 0.165 2.473 0.013 

Service_Behavior <--- General_Impress -0.015 -0.239 0.811 

Service_Behavior <--- SID_Culture 0.659 7.422 *** 

Service_Behavior <--- Service_Location 0.217 2.794 0.005 

Service_Behavior <--- Service_Delivery 0.219 3.066 0.002 

Service_Behavior <--- Service_Response 0.004 0.069 0.945 

 



164 
 

5.12.1 Structural Model One 

From the hypothesised model, two paths were to be deleted, the first being the 

non-significant path between service response and service behaviour, which had the 

lowest value of beta coefficient (β = 0.165, p = 0.811). The goodness-of-fit indices 

indicated that the modified model, shown in Figure 5.5 as Structural Model One, 

adequately fitted to the data: χ2 = 303.978, df = 284, χ2/df = 1.070, TLI = 0.993, CFI = 

0.994, RMSEA = 0.014. 

 

Figure 5.5: Structural Model One 
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Table 5.13: Structural Model One estimates 

Standardised Paths Estimate CR P 

SID_Culture <--- General_Impress 0.151 2.353 0.019 

SID_Culture <--- Service_Location 0.406 5.409 *** 

SID_Culture <--- Service_Delivery 0.391 5.435 *** 

SID_Culture <--- Service_Response 0.142 2.132 0.033 

Service_Behavior <--- SID_Culture 0.639 7.204 *** 

Service_Behavior <--- Service_Location 0.218 2.833 0.005 

Service_Behavior <--- Service_Delivery 0.250 3.355 *** 

Service_Behavior <--- General_Impress 0.004 0.066 0.947 

Meanwhile, an investigation of the coefficient parameter estimates after the 

deletion of the first path presented no major alteration in the outcome. The proposed 

(hypothesised) path between general impression and service behaviour was still not 

significant, as shown in Table 5.13; therefore this path was deleted in the next step. 

 

5.12.2 Final structural model 

Considering the model’s theoretical basis, the results from the testing of the 

original structural model showed that the non-significant paths ought to be deleted. This 

deletion was carried out by removing just one non-significant hypothetical path at a 

time, as stipulated by Holmes-Smith et al. (2006), because the removal of one path may 

alter the remaining indices and structural coefficients, thereby affecting their 

significance. Figure 5.6 depicts final the structural model after the deletion of the 

relationship between general impression and service behaviour, while Table 5.14 lists 

the estimates for this model.  
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Figure 5.6: Final structural model 

 

Table 5.14: Final structural model estimates 

Final structural paths Estimate CR p 

SID_Culture <--- General_Impress 0.151 2.385 0.017 

SID_Culture <--- Service_Location 0.406 5.410 *** 

SID_Culture <--- Service_Delivery 0.390 5.442 *** 

SID_Culture <--- Service_Response 0.142 2.132 0.033 

Service_Behavior <--- SID_Culture 0.640 7.388 *** 

Service_Behavior <--- Service_Location 0.218 2.838 0.005 

Service_Behavior <--- Service_Delivery 0.251 3.472 *** 
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The final structural model allowed no paths from the four factors of service 

quality to service behaviour. After removal of the paths of these three constructs, 

examination of the goodness-of-fit indices showed that the model effectively fitted the 

data: χ2 = 240.872, df = 239, CFI = .999, TLI = .999, RMSEA =. 005 and χ2/df = 1.008. 

In particular, the value of normed chi-squared indicates that the resulting structural 

model fits better than the previous versions of the model.  

From the result of the squared multiple correlations, it is observed that the 

criteria for model fitness were met and there was a positive effect of SID culture (β = 

0.59, p = 0.001) on the employees’ service behaviour. Using the significant 

standardised regression weights of the whole constructs and their constituent items, the 

generalised squared multiple correlation attained a value of 0.71 (71%), which can be 

considered a very strong and significant finding of the study. Lastly, based on the values 

of CFI ( equal to or above 0.9) and RMSEA (less than 0.08), the final model presented 

in Figure 5.6 was found to be fit (Hooper, Coughlan, & Mullen, 2008). This demonstrates 

that the model perfectly fits with the data (E. W. Anderson & Fornell, 1994). The overall 

model is therefore considered to be fit. The next chapter concludes this thesis by 

summarising the study, discussing the results, drawing implications and making 

recommendations. 

5.13 Mediating effect of SID culture on Service quality and Service behaviour 

Figure.5.6 depicts the mediating effect of SID culture between service quality 

factors developed from qualitative research method and service behavior towards 

customers.  The Sobel test was performed to test whether SID culture carries mediating 

effect between service quality factors and service behavior. Sobel test suggests to be 

performed when the data is high and raw data is not accessible. Bootstrapping was 
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performed as suggested by preach and hayes (2008) to increase the accuracy level of 

the mediating results. The results for the mediation analysis is provided in Table 5.15: 

Mediating paths 
Sobel Test 

statistics 

1-tailed 

sig 

2-tailed 

sig 

General impression-SID_Culture-Service behavior 2.014 0.0219 0.0439 

Service location-SID_Culture-Service behavior 3.749 0.0001 0.0027 

Service delivery-SID_Culture-Service behavior 3.936 0.000 0.000 

Service response-SID_Culture-Service behavior 3.228 0.006 0.002 

 

The probability t-statistics of sobel test showed that the results are above the 

threshold value of 1.96 and were significant to the level of 0.05. Based on the sobel test 

results, it appears that the mediating effect of SID culture is significantly influencing 

service quality and service behavior.  
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CHAPTER SIX 

CONCLUSIONS AND RECOMMENDATIONS 

 

6.1 Introduction 

The aim of this study was to explore the service behaviour of employees 

working in the Sharjah Immigration Department in the UAE. It was designed to 

accommodate the testing of the relationship between the service behaviour of the 

employees and the factors contributing to service quality through an analysis of the 

significance of various dimensions of service quality, in order to guide SID in its 

mission to ensure the provision of multiple aspects of customer satisfaction. The study 

participants included expatriates working in Sharjah who had experienced the services 

of SID, as well as a small number of managers and employees of the department.  

This chapter is structured as follows. Section 6.2 offers a summary of the study, 

then Section 6.3 provides a discussion of two of its most important facets, namely of 

the relationship between service quality and customer service behaviour, and of the 

mediation hypothesis. Section 6.4 sets out the study’s contribution to knowledge and 

Section 6.5 raises implications of a theoretical and a practical nature. Section 6.6 next 

considers the limitations of the study and makes some related recommendations for 

future research. Section 6.7 then concludes both this chapter and the thesis. 

6.2 Summary  

The qualitative aspect of this study permits the consideration of customer 

service behaviour and customer satisfaction, illuminated in part by interviews with a 

group made up of senior managers, alternatively defined as those beyond the level of 
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adopting a permanent strategy. These participants possessed certain key characteristics 

which made their contribution to the discussion of key service strategies different from 

that of the other group of interviewees, namely the frontline employees charged with 

actually delivering the service.  

Service behaviour was analysed from the perspective of the new economics of 

labour migration theory, which examines remittances as a common strategy which 

stems from an implicit contractual agreement between each migrant and his or her 

household. The analysis carried out in this study has addressed the effect of the factors 

of service quality on SID culture and the service behaviour of its employees, testifying 

to the relevance and centrality of services that are provided by the employees of SID. 

All of the expatriates who participated in this study showed a sense of commitment to 

their employment and of maintaining strong and stable ties with their jobs. As shown 

in Chapter 4, both SID culture and the behaviour of SID employees were affected by 

the service quality variables—in particular, service response and service impression—

and by the variables related to the economic obligations of the migrants and their 

emotional connection to the UAE. The analysis has also shown how each aspect of 

service strategy influenced SID employees’ behaviour distinctively and meant a 

different attitude to the expatriates and a different spatial focus, as well as a different 

intensity of duty and obligation to the UAE.  

A total of 339 expatriates took part in the quantitative phase of the study, which 

was designed to elicit data on their perceptions of the quality of service provided to 

immigrant workers by the staff of SID. This was done by asking the participants to 

complete a self-administered survey using a modified version of the Service Quality 

Questionnaire, in which some statements were paraphrased and minor changes made to 

satisfy the expected needs of the target group. The responses available to the 
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participants were on a five-point Likert-type scale: Strongly dissatisfied, Dissatisfied, 

Indifferent, Satisfied and strongly satisfied. These were used to measure their 

perceptions of service quality on four dimensions, namely service impression, service 

delivery, service location and service response, each of which was tested by means of 

three to five statements. The service behaviour of the expatriates was measured using a 

further five statements, making a total of 26 of these Likert-type items. There were also 

four demographic questions to complete the questionnaire survey.  

This study finally addressed the attitudes of expatriates to the process of 

immigration, paying particular attention to reliability, convenience and habit, while also 

considering certain restrictions which shaped the employees’ service behaviour. 

6.3 Discussion 

6.3.1 Relationship of service quality factors to SID employees’ service behaviour 

The reports of the statistical analysis presented here were based on the research 

questions listed in Chapter 1, Section 1.4 and on the five revised hypotheses set out in 

Chapter 5, Section 5.7. Each of the first four research questions relates to an individual 

dimension of service quality. As explained in Chapter 5, the quantitative data were 

analysed by means of CFA to determine the effect of each dimension of service quality 

on service behaviour.  

Both the hospitality literature and the non-hospitality literature were reviewed 

to extract quantitative analyses of the relationship between the dimensions of service 

quality and service behaviour. It was found that the pattern and nature of the 

relationship of service quality with attitude and with behaviour as reported in the 

hospitality literature was not very different from what was reported in the non-

hospitality literature, which suggests that it is legitimate to compare the results of a field 
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study with the published findings of analyses from either the hospitality or non-

hospitality sectors.  

Generally, factors of service quality such as service impression were found to 

exert a moderate effect on SID culture ( = 0.151 ~ 0.017). However, the outcome of 

the quantitative analysis showed that the nature of the relationship between service 

impression and behaviour was different; for example, the relationship between service 

delivery and service behaviour (= 0.251 ~ 0.001) was stronger than that between 

service impression and behaviour. This was manifested in the present field study. As 

expected, the relationship between service location and service behaviour (r = 0.218 ~ 

0.005) was more salient than the relationship between service response and service 

behaviour (r = .141 ~ 0.033). The beta coefficient of each factor was calculated 

separately. The empirical evidence is consistent with that reported by Geerts, Moor, 

Keytko, Jacobs and Martenz (2010), who found that behaviour and experience changed 

continuously over time and were influenced by users’ expectations of the service.  

In response to the first four research questions, it was found that service quality 

positively influenced service behaviour, suggesting that the substantive impact of 

service delivery is important for expatriates’ experiences of SID.  

6.3.2 Mediation hypothesis  

Based on the nature of the effects emerging from the quantitative analysis and 

on conceptual arguments presented in the literature (Miocevic, Mackinnon & Levy, 

2017; Schmitt, Reimer, Hermanns & Kulzer, 2017), the study proposed three major 

meditation hypotheses which were tested by following the approach of Baron and 

Kenny. Generally, the empirical data offer good support for the mediation hypotheses; 

indeed, the nature of the effect of SID culture on the relationship between service 
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quality factors and service behaviour was found to be similar to what was expected. In 

particular, SID culture was found to mediate the relationship of service quality with the 

employees’ service behaviour. In specific detail, the hypothesis that SID culture 

mediates the relationship between service impression and service behaviour was not 

supported, as service behaviour was found to have only a direct effect on impression. 

Similarly, the effect of service response on behaviour was not mediated by SID culture, 

whereas the relationships of service location and service delivery with service 

behaviour were both partially mediated by SID culture. Considering the nature of these 

two service factors, this result is not unexpected.  

Contextual performance is a measure of optional behaviour which is not 

rewarded formally but is seen to promote better functioning in the place of work, while 

job performance itself refers to mandatory behaviour which is expected of employees 

as a responsibility (Firestone & Scholl, 2016). Thus, the effective perception which is 

influenced by the quality of service may not affect service behaviour, but may 

sometimes affect extra-role behaviours (Mogan, Fischer & Bulbulla, 2017). It is 

possible that the quality of service may influence service behaviour unconsciously or 

through other mediators such as attitude or outcome.  

6.3.3 Communication, culture and satisfaction 

A study conducted by Ahmed (2006) among members of staff found that 

satisfaction was positively affected by the quality of communication between 

subordinates and supervisory staff, by media quality and by horizontal communication, 

whereas little satisfaction was gained from organisational integration, the 

communication climate, personal feedback or organisational integration. In this study, 

however, poor service levels were observed among members of staff on all four of the 

service quality dimensions studied. In another study by Gülnar (2007), employees were 
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found to have the highest levels of satisfaction with horizontal communication, 

organisational integration and media quality, whereas satisfaction levels were lowest 

with respect to the climate of communication, personal feedback and organisational 

perspective in their places of work. 

To sum up the research findings, it can be concluded that the quality of service 

provided by the SID team and management to their expatriate customers really matters. 

Sharjah has one of the largest and busiest international airports in the Middle East; there 

were 11.4 million passenger movements in 2017, an increase of 327,000 passengers 

compared to 2016. Given this volume of traffic, it is obvious that there will be some 

lapses of service by employees. It is nonetheless the duty of all employees to serve their 

customers as best they can. Frontline employees in the Sharjah Immigration 

Department must make sure that the satisfaction level of their customers is high and 

this can be done in part by ensuring a positive climate of communication. Furthermore, 

at the place of work, the coordination among employees must be strong and the working 

environment must be pleasant. SID culture, involving shared beliefs and practices 

within the organisation, must be aligned with its mission. A positive culture cannot be 

built without a clear plan of how this is to be achieved. There is a need to implement 

effective service plans with employee engagement. SID could be more flexible in 

redesigning work environment and resource policies. It was also found that service 

delivery was one of the main issues of concern to expatriates. Employees with a positive 

culture must execute their service delivery so as to improve customer satisfaction. 

Finally, it is confirmed that SID culture will provide a framework with respect to the 

behaviour of SID employees in their workplace. Culture can be positive or negative. 

Top management must ensure that employees are treated as an integral part of the 

growth process of the organisation.  
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6.3.4 Comparing Qualitative and Quantitative findings 

Two approaches were used in this research to collect numerical and non-

numerical information and achieve in-depth findings. Qualitative approach emphasized 

on the qualities of units that are not experimentally examined, whereas; quantitative 

approach highlights and measures fundamental relationships between variables. 

Quantitative findings on the variables found that SID culture play an important role to 

increase expatriate behaviour to use SID services. Comparing with the qualitative views 

of managers, it was found that organizational culture significantly leads to understand 

the beliefs, and perception of the expatriates and managers. Furthermore, it was noticed 

that managers have a strong belief that the expatriates will be satisfied with the service 

provided to them. It was also found that service behaviour of employees towards the 

expatriates have strong influence by the culture and structure of the organization. This 

research has, in accordance with the companies’ perspective, provided suitable tools 

for securing service quality. It would be interesting to investigate the customers’ 

perspective in order to create knowledge about their perception of service quality.  

The result of this thesis showed that when SID expand internally and shuffle in 

organizational structure, managers should require new employees to have knowledge 

as well as experience to dealt with customers, in order to prevent gaps in services 

quality. If these requirements are fulfilled, the risk of different interpretation of quality 

among expatriates can be avoided.  

The study found that the current system of services to the expatriates in the SID  

was  hampered  by  the  influence  of  culture.  The main example  is  the management 

style, which was found to be heavily bureaucratic, characterized by  centralized  

decision-making  and  lack  of  involvement  of  the  key staff and officials concerned 

in the service satisfaction process.  
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There  are  other  ways  in  which  culture  may  affect  the  behavioral process  

and  practices: Breaugh  &  Starke  (2000),  Rynes,  (1991)  and  Vroom  (1966)  identify  

the  following: service source, administrative practices, employee’s job-related 

attributes, where culture may also influence the prospects of applicants and the extent 

of their attraction to the organization. The national culture of UAE influenced the 

expatriates and their behavior, because the  people  who  were  responsible  for  this  

were  collectivist  rather  than  individualist, making them more likely to prefer personal 

or relationship-oriented service sources. 

Another finding of the study was that those employees with collectivist values 

were able to influenced selection decisions, as they were more likely to stress 

relationships than those with  individualistic  values.  Research  has  revealed  that  a  

positive  relation  exists between  the employee  skills  and  the  influence  they  have  

over  expatriates. Therefore,  employees  should  try  to  avoid  such  influence.  

Furthermore,  because  of  the high power distance values of employees and the 

influence that those with high status are able  to  exert  over  expatriates,  this  action  is  

carried  out  by  those  who  have  formal authority and those with a high power distance 

value (Hofstede, 1980; 1991). Research has shown indirectly that the position of the 

employees in an organization is related to their influence over the customers (Rynes, 

1991).  

Overall, it is clear that the services provided by the employees to the expatriates 

were likely  to  have  been  affected  by  the  Arab  cultural  factors,  both  directly  and 

indirectly through the culture of the employees. These values will have played a major 

role in diverting them from their duties and managerial principles, thus in turn having 

the  potential  to  affect  their  performance  negatively.  Several  studies  have  shown  

how managerial  behaviour  can  be  affected  by  social  and  cultural  values.  Hofstede 
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(1980) classifies Arab countries as having high power distance. SID employees need to 

be aware of the  consequences  of  this  cultural  tendency  and  work  to  ensure  that  

they  conduct  the service delivery process in a professional manner for improving the 

customer satisfaction. 

6.4 Contribution of the study to knowledge 

The main purpose of the present study was to develop an understanding of the 

service quality factors arising from the qualitative analysis and their relationship to 

customer service behaviour in SID. It also set out to investigate the mediating effect of 

SID culture on the relationship between service quality factors and customer service 

behaviour. In doing so, it has contributed to the development of a field of study that has 

been active for many decades, namely research into service quality, many of whose 

practitioners have called for more research to be done into the different variables of 

service quality. 

Parasuraman et al. (1988) first introduced the SERVQUAL research instrument, 

thus opening many avenues of investigation into the dimensions of service quality in 

many industries. Based on the service quality model of Grönroos (1984) and the gap 

model of Parasuraman et al. (1985), the current study has adapted the SERVQUAL 

scale for further assessment and validation. Furthermore, its qualitative analysis has 

supported the development of the key service quality dimensions that are applicable to 

the case of SID. It has thus made a major contribution to knowledge by establishing the 

value of applying service quality scales to the work of SID and testing them empirically 

using various statistical tests. The final model developed and validated by this research 

can now be further adapted by other researchers.  
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To sum up, this study has made contributions to the development of its robust 

measures of service quality. It has used both qualitative and quantitative methods in a 

way that is most suitable for the SERVQUAL type of research. Inadequate levels of 

customer satisfaction and heightened customer expectations have challenged 

businesses and other organisations to identify appropriate methods of enhancing their 

quality of service and this is equally true in the case of the Sharjah Immigration 

Department. Among earlier studies using the SERVQUAL instrument, Fick and Richie 

(1991) attempted to investigate service quality using simple mean score measures, 

while Parasuraman et al. (1985) conducted focus groups and in-depth interviews but 

failed to determine the relative impact of SERVQUAL factors on customer satisfaction 

and behaviour.  

The current study used SEM as a quantitative tool and qualitative themes as a 

methodology to support the research model. It has shown that this mix of methods is 

most suitable in today’s competitive scenarios where customers’ behaviour and 

satisfaction levels can change very rapidly. Stringent methods of assessment and 

validation were followed, resulting in a very good scale. This was demonstrated by 

establishing the reliability of the scale, as well as its content, convergent and 

discriminant validity. This additional knowledge can be expected to encourage future 

researchers to adopt and apply it in their countries.  

 

6.5 Research implications 

There are several implications of the findings of this study for the hospitality 

literature. Firstly, while there have been a number of empirical studies of service quality 

which have addressed the harmful or beneficial effects it can have on performance and 
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behavioural intention, these studies have mainly concerned proximal consequences 

such as attitudes towards a job or self-reported job performance. This propensity for 

choosing the criteria of service quality was almost the same as that to be found in the 

non-hospitality literature (Casper et al., 2007). The value of the factors of service 

quality as independent variables has not been made clear, because little is known 

concerning their effects on the service behaviour of individuals, related for example to 

jobs and outcomes. In this study, the relationship between the quality of service 

delivered by SID employees and their behaviour has been empirically operationalised. 

It was found that the service impressions of SID employees were loosely related to their 

behaviour and this was conceptually understood to be the result of quantitative 

performance, although the qualitative findings indicate that the employees were trained 

to deliver good service to their customers.  

6.5.1 Theoretical implications 

The findings of this study may serve as a reference point in the future for 

researchers studying the relationships between employees and customers, where data 

are not merely available from organisations. This study also measured behaviours 

related to the job in addition to self-reported job behaviours. As stated earlier, there 

have been few studies reported in the hospitality literature concerning the relationship 

of service quality to supervisor-rated job performance or self-reported contextual 

performance, with the consequence that there is an incomplete understanding of the 

effects of service quality on performance, as well as other job-related consequences. 

The present study, in fact, has illustrated the importance of service quality through the 

demonstration of its negative effects on many aspects of SID culture and consequences 

that are related to the job.  
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Secondly, this study has offered insights into the relevance of proximal job 

consequences as a criterion variable. The study’s findings do not provide empirical 

justification for using the more common proximal consequences rather than distal 

consequences. Job attitude as a criterion was also found to be limited when predicting 

the extra-role behaviour of an employee, because service response and location were 

found to have had no effect on service behaviour. Similarly, SID culture had some 

consequences for service quality and the prediction of contextual behaviour. The fact 

that SID culture seems not to be the mediating mechanism by which service response 

influences behaviours related to it leads one to question the utility of researching the 

proximal consequences of service quality factors alone. It follows that rather than being 

limited to proximal consequences such as culture, future studies need to identify the 

other mediators through which service quality influences behaviour and its 

consequences.  

On the other hand, this study suggests that in designing research, the selection 

of relevant criteria does matter. Here, the findings differed between the common criteria 

for academic research and those for practice in the service industry. The interview 

responses of managers led the researcher to understand that the participants and the 

organisation itself were likely to give more weight to distal consequences such as 

employee ratings, customer satisfaction assessment, communication and expectancy 

than to proximal ones such as job attitude and self-reported behaviour, while previous 

studies have predominantly examined proximal consequences. Several arguments can 

be used to explain this. First, researchers prefer to use attitudinal criteria because of the 

relative ease with which data on them can be collected. As Alliger et al. (1997) state in 

their meta-analysis, training researchers frequently use attitudinal criteria since it is 

relatively easy to collect the data. Likewise, researchers in hospitality, an industry that 
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is well known for its high turnover of employees, have preferred to depend on 

attitudinal criteria as they can be collected easily from such employees. 

The second reason for researchers to prefer to use attitudinal criteria is related 

to their research interests. Bardoel et al. (2008) opine that researchers prefer to use the 

traditional, common criteria, but practitioners may be using other criteria which are 

relevant to the particular organisation, because of the difference in research interests. 

The main interest of each practitioners is the enhancement of his or her firm’s 

effectiveness, which will necessarily lead them to use whatever criteria are most 

relevant to that firm. The major interest of researchers, by contrast, is the generalisation 

of their findings to other contexts, which is a component of theory building (a 

connection to which it will be appropriate to return at the end of this subsection). They 

therefore tend to make use of common criteria which can be used in many different 

situations.   

The third reason is based on the compatibility principle, which was developed 

by social psychologists (Ajzen & Fishbein, 1980, 2005; Fishbein & Ajzen, 1975). 

Greatly influenced by the attitudinal theories of Fishbein and Ajzen, researchers might 

think that attitudinal criteria can be used compatibly with behavioural or result criteria. 

They may presume, in other words, that the results which can be achieved by using 

attitudinal measures are just the same as—or at least similar to—those obtained when 

using other measures as the criteria. The influence of the service profit chain model 

(Heskett et al., 1994) is particularly evident among hospitality researchers. It is 

therefore generally accepted that committed or satisfied employees perform better and 

that this improved performance leads them in turn to satisfy their customers. However, 

researchers may need to think of the consequences of the choice of criteria. If they 

continue to use criteria that practitioners are not primarily interested in, then they may 
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well discover that their findings are of value only to other academics. In the area of 

applied management science, the relationship between academics and industry 

practitioners is a complementary one; in other words, each group needs the input and 

insight of the other. 

Therefore, when examining service quality factors or any other organisational 

variables in future studies, it may be wise to consult professionals from the relevant 

industries before choosing the criteria. This would promote the interest of practitioners 

in the outcome of research studies. Given that neither attitudes nor behaviours showed 

evidence of being the mediating causal mechanism through which service quality 

influences service behaviour, the culture of the organisation may be identified as the 

mediating variable in the relationship of service with behaviour. More efforts should 

therefore be made to examine the service-related consequences.  

This consideration brings the discussion back to the topic of generalisation and 

the establishment of its limits, which in this case means being able to predict the specific 

situations to which it would be appropriate to generalise the present findings regarding 

service quality. This has been important in the present research in order to avoid 

inadvertently overgeneralising the effects of various aspects of service quality. It was 

necessary to ensure that the service quality perception framework was built coherently 

on the basis of validated elements of the body of knowledge on service quality. 

Generalising the scope of application of the research factors while confining this to the 

specific requirements of the service quality perception framework was essential in 

overcoming service-specific threats within the organisation under study. The next 

subsection considers other practical implications of the present work. 
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6.5.2 Practical implications 

The current study has several implications for industry practitioners. First, while 

the issue of the quality of service delivered to customers is paramount for researchers 

interested in both work-related and non-work-related outcomes, the managers who 

were interviewed for this study did not seem to be fully aware of the potentially harsh 

impact that the workplace behaviour of their employees could have on their customers. 

Second, analysis of the interview responses of senior SID managers led to the 

conclusion that none of them had made any effort to gain a clear understanding of the 

level of service quality delivered by their employees or to deal with the consequences 

of any lowering of standards, although they concurred that it is a vital managerial 

responsibility to help employees to achieve the right balance between their personal 

lives and their work in general. The results of this study suggest that the managers 

would be well advised to be more attentive to their employees’ perceptions of service 

quality, since failure to do so can have serious and negative job-related consequences 

such as the diminution of organisational performance. Given that the outcomes of the 

study demonstrate that the factors of service quality are more strongly related to the 

culture of SID than service behaviour, there could be room for organisations to consider 

restraining the cultural level of their employees. It should be noted, however, that there 

was not a strong effect on the relationship with service response, which means that it 

might not be an urgent management issue in economic terms for the participating 

organisation. 

This work also provides insights for top managers which might be useful for the 

development of a desirable evaluation system for employee performance, through 

uncovering the relationships between different types of job issues in terms of the 

attitudes, results and behaviours which are meaningful indices of organisational 
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performance. Each of the service-related consequences was an important resource for 

the managers to understand the general level of performance of each employee. Little 

information, however, is available to managers concerning the extent of the 

interrelationships among these different types of consequences. Since the relationships 

between the criteria were not strong enough in this study, the managers might not fully 

understand the utility level of each criterion.  

The use of tip size as a criterion for performance is an example given by Jain 

and Gupta (2004), whose study of restaurant service found that the size of a tip might 

not be related to other job consequences, even though it was used as a criterion by the 

organisations that participated in their study. This suggests that the managers of 

restaurants need to reconsider whether the use of tip size as a criterion for the qualitative 

performance level of each server is appropriate. On the other hand, the attitudinal 

consequences may seem to be related to almost all other criteria. This means that 

managers may have to consider the inclusion of attitudinal measures of employees’ 

performance when designing an evaluation system.  

6.6 Limitations and future research 

The present study has a number of limitations and these are related to the need 

for further investigation in the future. One such limitation is the size and scope of the 

study sample. The qualitative field research was performed by means of interviews with 

a very small number of managers and service employees of SID. This was a practical 

limitation of the study arising from the longer than anticipated time that was needed to 

organise, plan and conduct the face-to face-interviews in order to collect the qualitative 

data. The employees who were interviewed, in particular, had an average length of 

service of approximately five years, which is longer than is commonly the case among 

service employees. This means that the effect of service quality on the behavioural 
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consequences may be manifested differently for typical SID employees with shorter 

tenures than the sample. The findings may therefore not be applicable to other work 

areas and a replication study would be valuable, to determine whether the outcome of 

the current study can be applied to other work contexts.  

Another limitation that is related to the research design is the procedure for 

survey data collection. Although the cover letter for the participation of SID employees 

(Appendix D) stated that the interviewees’ responses would be kept strictly confidential 

by the researcher and accordingly instructed them to place the completed semi 

structured questionnaires in a sealed envelope, there could be a feeling that their top 

management that handled the survey might interfere with it. This may have led to biased 

responses. It would therefore be necessary in future studies to have a neutral member 

of the research team to collect the survey questionnaires in order to reduce the chances 

of a potential response bias.  

This study focused on service quality as perceived by expatriate workers and no 

other SID customers. The results might well have been different if the sample had 

included all customers of SID or if it had been concerned with an overarching construct 

of service quality. It should be noted further that this survey did not cover all the 

consequences of behaviour-related services in the literature. In particular, withdrawal 

behaviours such as turnover, which have a negative effect on organisational 

effectiveness, were not included as job consequences, even though turnover is a focal 

outcome variable in the hospitality literature (Kim, Lee & Carlson, 2010). 

Based on the results and conclusions of this study there are a few options for 

future research. These recommendations are based on the continued usefulness of the 

framework in other areas of research. An extension to the findings on the immigrants’ 

perceptions of services provided by SID would be useful if aligned as per the 
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requirements of the immigrants so that their dissatisfaction was reduced. There is a need 

for a detailed investigation of expatriates’ service needs in relation to the organisation’s 

service delivery. An understanding of both perspectives SID and its customers would 

make a suitable improvement plan to fill the gap in service delivery.  

Analysis of the data collected in qualitative interviews for this study has 

identified key themes including motivation, employee encouragement and 

communication which it would be valuable to explore in future research. Finally, a 

study of internal performance analysis to measure service delivery and customer service 

behaviour would help to identify ways to close the service delivery gap. This 

framework will be useful for other markets as well, from the academic perspective. 

Usage of sustainable technologies to retain customers is an important aspect and thus a 

decision-making study could identify potential strategies for future managers and 

universities in the form of a case study. 

 

6.7 Conclusion 

This work has provided primary evidence for the relevance of service quality 

effects and behavioural consequences including the criteria of SID culture. It has further 

revealed that service response and impression had no influence on the service behaviour 

of employees. The results of the testing of the mediation hypothesis call into question 

the value of service quality as a criterion with behavioural consequences. The outcomes 

of the study have charted a direction for further studies with respect to criterion 

selection as an issue and the understanding of the causal mechanism relating the criteria 

of service quality. 
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Apart from the service quality model of Grönroos, the gap model and other 

models related to service quality, it was noticed that the SERVQUAL model was the 

most suitable for use in the present study. It should be noted that the semi-structured 

interviews helped to understand the relation between SID service quality and customer 

satisfaction, with two attributes found to be key from the customer’s point of view, 

namely service communication and service impression. From the quantitative analysis 

it was also found that service delivery is the key factor determining the service 

behaviour of the immigrants. Furthermore, it was revealed that SID culture fully 

mediates between general service impression, service communication and service 

behaviour. This indicates that culture play an important role in providing the service 

quality to the customers. Prompt delivery of service and handling of requests are the 

key components in SID’s attempts to improve employees’ service behaviour. The 

questions asked during interview were crucial in identifying the employees’ strong 

beliefs regarding their duty towards the customer. SID is known to be a particularly 

busy department as the number of travellers increases year after year. Therefore, the 

qualitative interview session was crucial in helping to identify SERVQUAL gaps.   

This study has contributed strongly to the field by applying an established 

service quality scale to the case of SID and testing it empirically using various statistical 

tests. Furthermore, this research has emphasised that SID culture is an important factor, 

together with the SERVQUAL model. The outcome of the study demonstrates that the 

dimensions of service quality are more strongly related to the culture of SID than 

service behaviour, indicating that there could be room for organisations to consider 

restraining the cultural level of their employees. 
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APPENDICES 

Appendix A: TOP AND MIDDLE MANAGEMENT INTERVIEW 

QUESTIONS 

 

1. How do you measure customer satisfaction?  

2. How do you measure and maintain employee satisfaction within your organization?  

3. How do you communicate with employees on different levels?  

4. How do you ensure the employees understand their job role and responsibility in 

this organization?  

5. How do you hold employees accountable for the quality of work they produce?  

6. How do employees generally feel about their working environment?  

7. Do you set policies and procedures for employees to deal with customer 

problem/complaints?  

8. Do you provide employees with customer service training?  

9. Do your employees receive training in dealing with customer problems/complaints?  

10. How do employees handle customer complaints?  

11. What are the most common complaints/problems encountered by employees?  

12. What in your opinion causes these problems/complaints?  

13. From your experience, what complaints do you find are the easiest for your 

employees to handle?  

14. What are the complaints that your employees face the most difficulty handling?  

15. How do you as management deal with any customer issues that employees cannot 

handle?  
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Appendix B: FRONTLINE EMPLOYEE INTERVIEW QUESTIONS 

  

1. Does your role call for handling any problems or difficulties customers may have? 

If yes, please elaborate.  

2. How do you communicate with your customers?  

3. How do you ensure the customer’s needs are understood?  

4. How important are the quality of services in this organization to you?  

5. Are there any specific problems that you face on a daily or regular basis when 

dealing with customers?  

6. What, in your opinion, causes these problems?  

7. How do you as a front line employee deal with these issues?  

8. How adequately are the problems resolved from your perspective?  

9. Are you provided with sufficient and necessary training to effectively address those 

problems?  

10. Have you received any customer service training?  

11. Have you received any training in dealing with customer problems/complaints?  

12. Does the training provided adequately prepare you to handle the problems you 

face?  

13. Do you have policies and procedures to deal with each customer problem?  

14. Does your supervisor follow up on any customer complaints/issues? If so, how? 

15. Do you think the management encourages teamwork and communication? How?  
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    Appendix C: PARTICIPANT CONSENT FORM 

 

Title: EXPATRIATE PERCEPTIONS OF IMMIGRATION SERVICES IN 

SHARJAH, UAE 

 

Please initial all boxes if you agree 

 

I confirm that I have read and understood the information sheet for the above study. 

I have had the opportunity to consider the information, ask questions and have had 

these answered satisfactorily. 

 

I understand that my participation is voluntary and that I am free to withdraw at any 

time either before or during the survey/interview session and have up to 14 days to 

withdraw from the research after completion/submission of the survey/interview. 

 

I agree that non identifiable quotes may be published in articles or used in 

conference presentations. 

 

I agree to the interview being digitally audio recorded. 

 

I understand that data collected during the study may be seen by the 

Researcher’s Supervisors from De Montfort University if required. I give permission 

for the Supervisors to have access to my data. 

 

I agree that some answers and direct quotations from me as the participant may  be 

included in the report and thesis, and understand that nothing will be attributed to me 

personally and that my identity will not be disclosed to anyone. 

 

I agree to take part in this study. 

 

 

  Print name of participant                                 Date                                Signature 
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  Print name of person taking consent          Date                                Signature

   

Thank you. 

 

Eisa Salim Alqaydi 

PhD Student 

De Montfort University United Kingdom 
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Appendix D: PARTICIPANT INFORMATION SHEET 

 

 
 

Title of Project: EXPATRIATE PERCEPTIONS OF IMMIGRATION SERVICES IN 

SHARJAH, UAE 

Name of Researcher : Eisa Salim Alqaydi 

 

Invitation: 

You have been invited to take part in a research study. Before you decide whether to take part 

it is important for you to understand why the research is being done and what it will involve. 

Please take time to read the following information carefully. Please feel free to ask if there is 

anything that is not clear or if you would like more information. Please do take your time to 

decide whether you wish to take part or not. Thank you for reading this. 

 

What is the study about? 

This study will examine customer satisfaction within SID in Sharjah, UAE. The study aims to 

investigate the levels of customer’s satisfaction and factors that influence this by investigating 

how immigration services are perceived. 

 

What does the study involve? 

You will either be asked to complete a short survey about your perceptions of the quality of 

services provided by the SID which will take you about ten minutes. Alternatively you may be 

asked to participate in a short twenty minute interview conducted by the researcher to explore 

in greater detail your experiences and perceptions that contribute to improving the quality of 

services of the SID. 

 

Why have I been chosen? 

The study involves asking customers of SID that have successfully received or renewed their 

residence visas and employees of SID. 

 

Do I have to take part? 

Your participation in the research is totally voluntarily. If you do decide to take part you will 

be asked to sign a consent form at which point you can withdraw your participation prior to 

commencing or before completion of the survey or interview with no further explanation and 

have up to 14 days after completing of the survey or interview to withdraw from the research. 

 

I am interested in taking part, what do I do next? 

You will be asked to sign a consent form by the researcher and the survey or interview will 

begin immediately. 

 

What if I agree to take part and then change my mind? 
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You can withdraw from the study before or during completion or submission of the survey or 

interview without giving a reason and have up to 14 days after completing the survey or 

interview to withdraw from the research. 

 

What are the possible disadvantages and risks of taking part? 

There are no risks or disadvantages in taking part in this study. All precautions have been taken 

with this study to protect the identity of all participants and there is no information included in 

this study about any of the participants that will identify his/her personality and therefore any 

participant responses will have no bearing on their relationship with SID and will not affect 

any future visa applications. All permissions from concerned officials to conduct this study 

within this particular organisation have been obtained and this includes their non-objection for 

the participant’s opinions and anonymity. The researcher will conduct the study in keeping 

with the ethical standards set by the British Society of Criminology’s Codes of Research 

Ethics., United Kingdom Research Integrity Office Code of Practice. 

http://www.britsoccrim.org/docs/CodeofEthics.pdf  

What are the possible benefits of taking part?  
Customer satisfaction within immigration services in the UAE is of increasing concern and 

reports show that expatriates are less satisfied with SID services than with the immigration 

services of any of the other Emirates. Taking part in the survey or interview will help to 

investigate the reasons for this unfavourable perception and the factors that contribute to it. 

Investigating how immigration services are perceived by you, will benefit you and other 

customers in the future when using SID services again. The study wishes to enhance the service 

delivery within SID and the information you provide will contribute to achieving this and also 

open up the possibility of further debate and further research in the future.  

What if something goes wrong? / Who can I complain to?  
If you have a complaint regarding anything to do with this study, you can contact the research 

Supervisor Dr. Perry Stanislas on email: pstanislas@dmu.ac.uk at De Montfort University UK 

and approach the lead researcher Eisa Salim Alqaydi Mob: +97150 9991543 - email: 

P13065596@myemail.dmu.ac.uk. If this achieves no satisfactory outcome, you are then 

advised to contact the Administrator for the Faculty Research Ethics Committee, Research & 

Commercial Office, Faculty of Health & Life Sciences, 1.25 Edith Murphy House, De Montfort 

University, The Gateway, Leicester, LE1 9BH or hlsfro@dmu.ac.uk  

Will my taking part in this study be kept confidential?  
All information collected about you during the course of the research will be kept on a password 

protected database and is strictly confidential. You may be asked to be recorded by the 

researcher during the interview and any recordings made will only be accessed by the 

researcher. Some data may be shared with the researcher’s supervisor from De Montfort 

University if required in terms of assisting with analysis related matters and for quality 

assurance purposes. Should you not wish to be recorded, you may decline prior to commencing 

the interview and the researcher will continue documenting the interview in writing only. On 

commencement of the survey or interview you will be assigned an ID code which will be used 

instead of your name. Any identifiable information you may provide will be removed and 

anonymized. Your identity or any information that may lead to your identity will not be 

disclosed. On completion of the interview or survey your identity will remain anonymous and 

the views and contributions provided by you will be treated with the highest level of 

confidentiality. Only the researcher, and in some cases as mentioned above the researcher’s 

supervisor from De Montfort University, will have access to and view any data collected during 
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the study. Although some answers and direct quotations from you as the participant may be 

included in the report and thesis, nothing will be attributed to you personally and your identity 

will not be disclosed to anyone.  

What will happen to the results of the research study?  
The results of the research will be published as an IPhD manual available for further study 

publicly on completion of the study, which is expected to be the year 2019.  

Who is organising and funding the research?  
This research is being funded by the Ministry of Interior, United Arab Emirates. 

Who has reviewed the study?  
This study has been reviewed and approved by De Montfort University, Faculty of Health 

and Life Sciences Research Ethics Committee.  

Contact for Further Information  
Should you wish to take part in this interview or survey at another time and/or require any 

further information at a later stage please do not hesitate to contact me on Mob: +97150 

9991543 - email: P13065596@myemail.dmu.ac.uk.  

Thank you for taking part in the study. 
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  Appendix E: ORGANISATION CONSENT REQUEST 

 

Faculty of Health & Life Sciences, Faculty Research Ethics Committee, De Montfort 

University, Leicester  

 

 To: Police Attache’s Office  

London Embassy of the United Arab Emirates  

48 Princess Gate  

London SW7 2QA  

United Kingdom  

DDI + (0)2078088364  

F +44 (0)20 7823 7716  

From: Colonel Eisa Salim Alqaydi  

Deputy Director  

Federal Department of Offenders & Foreigners Follow-up  

Ministry of Interior  

UAE  

Consent to approach research participants 

January 2016  

To whom it may concern,  

I am a student undertaking IPhD distance learning at De Montfort University Leicester in the 

United Kingdom. As part of my course I am undertaking a research study entitled: 

EXPATRIATE PERCEPTION OF IMMIGRATION SERVICES IN SHARJAH, UAE. 

This study will examine factors affecting the perception of immigration services offered in 

the UAE, by carrying out a qualitative content analysis of themes to emerge from interview 

data. Data will be collected from the Sharjah Immigration Department (SID) of Residency 

and Current Affairs. Statistics from national reports are also required in order to contextualise 

certain aspects of the expatriate workforce for the case study.  

Expatriates are less satisfied with SID services than with the immigration services of any of 

the other Emirates. The current study aims to investigate the reasons for this unfavourable 
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perception and the factors that contribute towards the low standing of the SID in the 

experience of expatriates. Given the importance of the expatriate labour force to economic 

stability and growth in the Emirate nations, this is a valuable research study. By investigating 

how immigration services are perceived, the current study aims to contribute towards 

improving SID services, with the ultimate goal of supporting economic growth in the 

Emirates.  

The aim of this study is to enhance SID service delivery. The ways in which expatriate 

workers perceive SID services in the UAE will be examined. Owing to the increasing 

proportion of expatriates in the UAE and therefore the increasing significance of expatriate 

satisfaction to overall economic development, customer satisfaction with immigration 

services is of increasing concern.  

Prior to undertaking the study I need your agreement/consent to the following: The study 

aims to recruit a total of 40 Resident visa customers of SID and 20 employees of SID to 

undergo semi-structured interviews. The Interviews will be divided equally and conducted at 

the 3 main customer service locations of SID: Sharjah City, Kalba and Khorfakkan.  

I also seek your consent in informing all Resident Visa counter staff to identify potential 

customers interested in participating in the 40 minute interview for the research on delivery 

of their visa. The said participants will then be interviewed by me in a meeting room 

provided by SID on location where all the relevant information will be provided and written 

consent obtained by the participant prior to conducting the interview. In the case of 

interviewing employees from SID, I will be approaching employees within the organisation 

directly and, after providing all relevant information and obtaining written consent, require a 

selection of 4 interested participants from top level management, 6 middle management and 

10 executive level employees to undergo the interviews.  

My intended start date is April 2016 and I will complete my interview schedule by May 

2016.  

I can assure you that I will make every effort to ensure the study does not disrupt the working 

environment in any way and any data collected will remain confidential. I am applying for 

ethical approval for the study from De Montfort University Leicester, Faculty of Health & 

Life Sciences, Faculty Research Ethics Committee.  

My research is supervised by Dr. Perry Stanislas, Senior Lecturer Community & Criminal 

Justice Department, Tel: 01162577146 – pstanislas@dmu.ac.uk.  

Yours Sincerely  

 

 
Col. Eisa Salim Alqaydi  

+97150 9991543  

P13065596@myemail.dmu.ac.uk 
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Appendix F: ORGANISATION CONSENT LETTER 

 

EMBASSY OF THE UNITED ARAB EMIRATES 

POLICE ATTACHE'S OFFICE - LONDON 

Date: February 22, 2016 

 

TO WHOM IT MAY CONCERN 

 

Abu Dhabi Police Ref.: 2102 

 

Student Name: Eisa Salem Ali Salem AlQaydi (P13065596) 

 

This is to confirm that the above-mentioned is PhD Student in Faculty of Health and Life 

Sciences at De Montfort University. As part of his research, Eisa has been granted 

permission from Ministry of Interior to collect information through questionnaire surveys 

and interviews from organisations working in the United Arab Emirates, specifically 

General Directorate of Residency and Foreigners Affairs - Sharjah (SID). It is therefore 

envisaged that Eisa would get access to business premises and government departments 

as well as permission to discuss his research work with practitioners at various levels of 

their profession. 

This letter has been issued upon his request to be presented to whom it may concern. Please 

do not hesitate to contact us if you require any further information. 

 

 

 

   

 

 

 

 

 

Police Attache's Office, Embassy of United Arab Emirates, 48 Princes 

Gate, London SW7 2QA Telephone: 020 78088364,  Facsimile:020  

78237716,  Email:adp@adpuk.org 

  

mailto:adp@adpuk.org
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Appendix G: CUSTOMER QUESTIONNAIRE 

Customer Satisfaction Survey 

To measure the level of customer satisfaction of the services provided by the General 

Directorate of Nationality and Residency in the Emirate of Sharjah  

 استبيان

من الإدارة العامة للجنسية والاقامة بإمارة الشارقة لقياس مستوى رضى المتعاملين عن خدمات الاقامة المقدمة  

 

 

 

 

 

 

 

 

 

 

                      المعلومات الأساسية للمتعاملين القسم الأول:

Section 1: Customer Details  

 Gender  :انثى  ذكر  الجنس 

 Nationality 

 الجنسية

 

 عربي

 

(Asian)  

اسيوي من الدول غير 

 العربية 

 Non Arabic 

(African)  

أفريقي من الدول غير 

 العربية

 

 

 Others  

(European/America

n) 

 أمريكياوروبي/

(Indian/Pakistan) 

 

 هندي/باكستاني

 

 Age 

 العمر 

 عاماً فاقل 02 

20 years or less 

 21 - 30  ً  عاما

21 to 30 years 

 31 - 40  ً  عاما

31 to 40 years 

 41 - 50  ً  عاما

41 to 50 years 

 51 - 60  ً  عاما

51 to 60 years 

ً  60 اكثر من    عاما

Over 60 years 
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 Education Level 

 المستوى العلمي 

 

 اقل من ثانوي 

Less than Higher 

Degree 

 

 

 

 ثانوي 

Higher Degree 

 

 

 

 دبلوم  

Diploma 

 

 

 

او دبلوم   بكالوريوس  

 عالي

Bachelor or 

Higher Diploma 

 

  

 
 مؤهل فوق جامعي )ماجستير او دكتوراه( 

Master or PhD 
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Section 2 : Kindly mark the appropriate box with a check ()  

يرجى الإجابة على العبارات التالية من خلال وضع إشارة )  القسم الثاني:  ( في المربع المناسب:   

 

 

 Evaluation Scaleدرجات التقييم  

 أوافق بشدة

Strongly Agree 

 أوافق

Agree 

 أوافق إلى حد ما

Neither Agree 

nor Disagree 

 لا أوافق

Disagree 

 

 لا أوافق على الإطلاق

Strongly Disagree 

(5) (4) (3) (2) (1) 

 

 

  General Impression   الإنطباع العام  

 

The Residence Renewal Visa application procedures used are 

clear 

 وضوح إدارة الإقامة  بالتتصف الإجراءات المتبعة في 

(5) (4) (3)  (2)  (1) 

 
The Residence Renewal visa application process is simple  

 يسهل انجاز المعاملات في إدارة الإقامة  
(5) (4) (3)  (2)  (1) 

 
The Department has improved its services  

 تقوم إدارة الإقامة بتطوير خدماتها بشكل مستمر. 
(5) (4) (3)  (2)  (1) 

 

The Department employees pay effort to meet your needs as a 

customer  

 تهتم إدارة الإقامة بالتعرف إلى احتياجات المتعاملين. 

(5) (4) (3)  (2)  (1) 

 
The Department reflects a good image  

 تتميز الصورة الذهنية لإدارة الإقامة بالإيجابية
(5) (4) (3)  (2)  (1) 

 

 Delivery    Servicesالخدماتتوصيل  

 

The Residence Renewal Visa application requirements are 

clear 

تتسم متطلبات الحصول على الخدمات )الأوراق المطلوبة( التي تقدمها إدارة الإقامة 

 بالوضوح 

(5) (4) (3)  (2)  (1) 

 There is a wide variety of service channels  (5) (4) (3)  (2)  (1) 
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  قامةتقدمها إدارة الإتتنوع الوسائل التي يتم من خلالها الحصول على الخدمات التي 

 
The waiting time of the Residence visa renewal is adequate  

 تنخفض مدة انتظار الحصول على الخدمات في إدارة الإقامة  
(5) (4) (3)  (2)  (1) 

 
The Residence visa received contains no errors  

 تحدث أخطاء في المعاملات الصادرة عن إدارة الإقامةنادراً ما 
(5) (4) (3)  (2)  (1) 

 
Working hours of the department is appropriate 

 تتسم مدة العمل اليومية لإدارة الإقامة بأنها كافية 
(5) (4) (3)  (2)  (1) 

 

The technology used by the Residence visa renewal 

Department is easy to access and use 

 لتقنيات الحديثة في خدماتها  ا تستخدم إدارة الإقامة

(5) (4) (3)  (2)  (1) 

 

   The Premises  مكان تقديم الخدمة  

 
The location of the Department is easy to find and access 

 إدارة الإقامة تواجديسهل الوصول إلى مكان 
(5) (4) (3)  (2)  (1) 

 
The waiting area is comfortable 

 توفر إدارة الإقامة اماكن مريحة ومجهزة بشكل جيد لانتظار للمراجعين 
(5) (4) (3)  (2)  (1) 

 

The signboards within the Department are clear and easy to 

understand 

 لأقسام ومكاتب إدارة الإقامة واضحة.اللافتات الإرشادية المؤدية 

(5) (4) (3)  (2)  (1) 

 
The Department provides good Parking facilities  

 تتوافر مواقف كافية لسيارات المراجعين 
(5) (4) (3)  (2)  (1) 

 

  



213 
 

   The behavior   سلوك وكفاءة الموظفين في التعامل مع المتعاملين 

 
The employees are friendly and approachable 

 حسن المعاملة وأدب التخاطب.بيتحلى موظفو إدارة الاقامة 
(5) (4) (3)  (2)  (1) 

 

Your queries were dealt with by employees in a prompt and 

efficient manner 

  ينجز موظفو إدارة الإقامة الأعمال بسرعة

(5) (4) (3)  (2)  (1) 

 
The employees provide customer support and help when needed 

 يقدم العاملون في إدارة الإقامة النصيحة والدعم للمتعاملين 
(5) (4) (3)  (2)  (1) 

 

The employees dealt with you as a customer in a fair and 

respectful manner 

 وعدم التحيز مع المتعاملينوالعدل  يتعامل موظفو إدارة الإقامة بالمساواة 

(5) (4) (3)  (2)  (1) 

 

 Communication and Responseوالاستجابة للشكاوي  التواصل مع المتعاملين  

 

The department provides a variety of communication channels 

to the customers 

 إدارة الإقامة مع المراجعين.  لدىتتنوع قنوات الاتصال 

(5) (4) (3)  (2)  (1) 

 
The department responds efficiently to customer enquiries 

 تستجيب إدارة الإقامة سريعاً لاستفسارات المتعاملين.
(5) (4) (3)  (2)  (1) 

 

The department addressed and resolved any issues you had in a 

satisfactory manner  

 تهتم إدارة الإقامة بحل المشكلات التي تواجه عملائها.

(5) (4) (3)  (2)  (1) 

 

  SID Culture المؤسسية لثقافة ا

 

Employees are appraised for their good services to the 

customers. 

 . مكافآة الموظفين على حسن أدائهميتم 

(5) (4) (3)  (2)  (1) 

 
Employees are comfortable dealing with unfamiliar situations. 

 .ون بالراحة في التعامل مع المواقف غير المألوفةيشعر الموظف
(5) (4) (3)  (2)  (1) 

 

Employees put effort into solving customers difficulities 

 .المتعاملينمشكلات التي تواجه بحل ال نيالموظفيهتم 

 

(5) (4) (3)  (2)  (1) 
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 القسم الثالث: ما هي مقترحاتك لتطوير أو تحسين أو زيادة كفاءة الخدمات التي تقدمها إدارة الإقامة؟  

Section 3: What would you suggest to help improve the services of the Department? 

 

 

 

 

 

Thank You 

For your Participation in this Survey 

 

 شكراً لكم على مشاركتكم الايجابية 

 

 : (Suggestion)المقترحات

 

 


