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ABSTRACT

Understanding the experiences of low-income clients in accessing government services is essential in addressing
barriers that hinder equitable service delivery. This study assesses the perception and experience of low-income clients
regarding the quality of customer service provided at government offices in the Province of Basilan, Philippines. Low-
income clients (n=25) were purposively sampled to participate in one-on-one interviews. Narratives were collected
which shaped the understanding about the state of customer treatment and service quality in accessing government
services and assistance in the province. Clients often described their interactions as physically and emotionally
exhausting, citing long wait times, slow service, and inefficient systems, which intensified their frustrations. The service
process was perceived as disorganized, with clients frequently redirected between departments and receiving unclear
instructions. Many reported feelings of being dismissed by government personnel, as interactions lacked empathy and
were perceived as impersonal and transactional. Conversely, when government staffs communicated effectively,
showed empathy, and provided clear, organized guidance, clients expressed increased trust and satisfaction. Good
treatment, including kindness and patience from staff, was crucial in enhancing clients' overall experience, while well-
organized systems with clear instructions and follow-up contributed to a more positive perception of the service. Some
of the efforts necessary to improve the perception of trust and client satisfaction include investment in employee
development, emphasis on clear communication, respect, and empathy. Consequently, government services should
streamline processes, reduce wait times, and improve digital infrastructure to ensure more efficient and accessible
service delivery for low-income clients. In addition, enhancing staff training on empathy and communication skills
would build supportive and respectful environment, ultimately boosting client satisfaction and trust over government
services.
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1. Introduction

The major concern in low-income households is access to government services. Many people suffer
from serious drawbacks, such as poor access to technology and means of transportation that hinder their
usage of available services!!l.Effective communication is another area where low-income clients often

ARTICLE INFO
Received: 6 February 2025| Accepted: 10 March 2025 | Available online: 18 March 2025

CITATION
Askali ST. How low-income clients view the customer service delivery of government offices in Basilan province, Philippines. Environment and
Social Psychology 2025; 10(3): 3423. doi:10.59429/esp.v10i3.3423

COPYRIGHT

Copyright © 2025 by author(s). Environment and Social Psychology is published by Arts and Science Press Pte. Ltd. This is an Open Access
article distributed under the terms of the Creative Commons Attribution License (https://creativecommons.org/licenses/by/4.0/), permitting
distribution and reproduction in any medium, provided the original work is cited.

1



Environment and Social Psychology | doi: 10.59429/esp.v10i3.3423

complain. Government agencies often use jargon and bureaucratic language, which creates a challenge for
residents who are trying to access essential services®?. These communication challenges add to the
perception of not designing government services with the needs of low-income individuals in mind.

Public confidence in institutions of government remains low, especially amongst the poor population. A
report indicates that there is a noticeable dissatisfaction with service delivery among respondents earning less
than $25 000 per annum as compared to their high-income counterparts®l. Such loss of confidence retards
delivery of services efficiently and also mars the community-based relationship because individuals perceive
a lacuna between needs and services. Customer experience largely influences the way lower-income citizens
interact with government services. According to Aragon et al.[*!, customer satisfaction enhanced government
trust. Strengthening positive interaction with customers can encourage residents to embrace proactive
intervention from the government, promoting more participative citizenship. However, a low-quality
experience can make citizens avoid government service interfaces and further entrench their feeling of
alienation and frustration®!,

Another reason low-income clients are not able to access digital government services is the technical
barrier. A significant percentage of this population does not have access to the internet or digital devices,
which greatly affects their ability to use online services(®. It has been argued that digital transformation,
although helpful in general, might inadvertently exclude those who do not have access to the technology
needed. Such disparities make it important for government services to not only go online but also ensure that
alternative options are still availablet™.

Agencies are encouraged to prioritize accessibility and responsiveness to low-income populations as a
way to achieve meaningful improvements in service delivery. Human-centered design strategies to gather the
views of residents can be applied to pinpoint specific barriers they face. Government agencies can enhance
their ability to deliver service while better reflecting the communities that they serve by investing in
employee development and fostering a diverse workforcel®l.

Understanding the low-income clients’ perspective on government customer service is critical to
building trust and improving service delivery™®. Ensuring accessibility, countering communication barriers,
enhancing the customer experience, and integrating technology should be among the imperative steps toward
rebuilding this vital relationship. Importantly, there should have a more just and responsive government that
serves the interests of all citizens, especially those who depend most on its services low-income clients often
face serious challenges when accessing government offices, which affects their perception of customer
servicel’?l. Research shows that public trust in government services is very low among low-income residents,
who often find it difficult to access basic services™. These are further complicated by systemic issues, such
as economic inequality and lousy communication strategies used by the government agencies.

This study explored the perceptions and experiences of low-income clients regarding the quality of
customer service provided by government offices in the Province of Basilan, Philippines. Alih!*? applied a
life-oriented approach to assess the Quality of Life (QOL) in Lamitan City, Basilan Province using structural
equation modeling to analyze the interdependencies of six life domains. The findings revealed that health,
family life, and family budget were key factors influencing QOL, while education and residence had a
negative impact on local perceptions of the city. The study concluded that emphasizing health and promoting
physical activities could significantly enhance the QOL of local residents. The findings emphasize the
importance of understanding the quality of life of vulnerable populations, such as low-income clients, and
how various life domains interact to influence their overall well-being.
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Just as the life-oriented approach highlighted the significance of factors like family life and future
perceptions in quality of life in the province, this study showed that elements such as empathy, clear
communication, and efficient service processes could help in shaping the quality of life for low-income
individuals seeking government assistance. This paper addressed the need for further analysis about the
experiences of low-income clients, reflecting on the concept of positive communication and empathy
towards customer service.

2. Literature review
2.1. Experiences of low-income clients

Low-income clients commonly experience mixed treatment in government services. They most
commonly complain of discourteous and disrespectful treatment from program staff**l, For instance, studies
reported that clients’ experiences with program staff were poor, meaning that they experienced disrespectful
or ineffective service when trying to apply for such programs. These experiences might prevent clients from
accessing the needed support and can be associated with feelings of stigma and worthlessnessi*4l. A survey
reveals that up to 80 percent of the citizens have had to switch between the channels of services many times
in their lives due to a failure of convenient and consistent accessibility to government services among
vulnerable population groups*®,

One of the factors that greatly influence the low-income clients’ perception of customer service is
administrative burdens. Administrative burdens in dealing with government benefit applications include
much paperwork, rigid eligibility criteria, and intense scrutiny™®. For many low-income clients, these create
barriers to obtaining necessary assistance and lead to frustration and a feeling of unhelpfulness on the part of
the government agencies. This could lead to bad experiences that overload clients, making them feel
disheartened and less likely to participate in similar services again{*’l.

Low-income clients also feel the stigma attached to getting help from the government. Based on
research, a significant percentage of clients complain of being judged by government employees, making
them less capable of communicating with ease and requesting aid[). Being treated with disregard might make
one even more shameful to seek programs to help him out, hence entering a cycle of mistrust over
government services.

2.2. Difficulties in access of services

The advent of digital services has brought benefits as well as difficulties for the low-income clients
dealing with government offices. Although advanced technology can make accesses smoother and waiting
times shorter, most of these low-income customers are not able to enjoy high-speed internet access or digital
literacy, adding extra hurdles®®l. In this way, online services are frustrated by even those clients who are
dealing with low-grade technological services which create feelings that the services of the government for
customers are inadequate™,

Recent studies have brought out significant disparities in customer service experiences among different
demographic groups within the low-income population?”. For example, Hispanic and Black communities
are often found to have lower levels of satisfaction compared to their white counterparts in accessing
government services. This variation indicates that systemic inequities greatly influence how low-income
clients perceive the quality of customer service they receive, underscoring the need for strategies to address
these disparitiest!.
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2.3. Necessary interventions

Recommendations on improving customer service for low-income clients have been forwarded from the
literature. Governments need to train staff to be empathetic and respectful, redesign processes that reduce
paperwork, and simplify eligibility criterial??. Further, increasing access to digital resources while ensuring
no group is left behind would probably create a more inclusive environment[?3l. Such changes may contribute
to a more positive perception of customer service because they will show that government agencies really
care about their constituents.

The views of low-income clients about customer services in governmental offices are, therefore, shaped
by a large number of factors?*l. These, on the one hand, consist of direct experiences, administrative burdens,
and, on the other hand, broader socio-demographic influences. Improvement of these is vitally important to
rebuild trust and re-engage low-income populations for better service delivery and better access to necessary
support systems(?l, All of these issues are important for having an equitable and effective government
service model.

3. Methods

3.1. Research design

This research adopted a qualitative exploratory approach combined with narrative analysis. Qualitative
research focuses on connections, interactions, and experiences that cannot be easily measured or reduced to
measurable variables?. Exploratory research design has been recognized as an effective methodological
approach for investigating emerging issues and generating insights into underexplored phenomenal®?7, This
approach utilizes systematic and purposeful methods to identify patterns, which facilitates the structured
analysis of complex social and psychological constructs?l. Although some scholars have questioned its
methodological rigor, recent academic discourse highlights its vital role in broadening the understanding of
contemporary research concerns and ensuring the coherent collection of qualitative datal?®. One of the key
strengths of exploratory research lies in its flexibility, which permits adaptive responses to evolving
datasets—an essential attribute when examining topics that have received limited academic attention%. In
this study, the narratives that the participants have shared are detailed exploration regarding how low-income
clients perceive and engage with customer service in government offices. This approach therefore allowed
in-depth analysis regarding the complexity and determinants of trust, satisfaction, and effectiveness in public
service delivery.

3.2. Population and sampling

Exploratory research typically employs small, deliberately chosen samples to facilitate an in-depth
examination of essential variables and their interrelationships®Y. Instead of aiming for broad statistical
representation, this approach emphasizes rich, detailed understanding by focusing on a specific population
whose perspectives are critical to exploring the phenomenon under study™. In this study, 25 low-income
clients were selected to participate in the interview. The sample size remains adaptable, depending on the
participants’ capacity to offer substantial input aligned with the research goals®. A common strategy used is
purposive sampling®®*34, wherein participants are intentionally selected through a structured process®. For
this study, an online purposive sampling method was adopted™®, utilizing Google Forms to distribute open-
ended questions and collect initial qualitative data. Five key participant characteristics were considered for
sampling: (1) individuals classified as low-income clients, earning less than Php15,000 per month; (2) those
who had accessed government services within the past six months; (3) individuals aged 18 years and above;
(4) residents of the selected study area; and (5) those who were willing and able to provide informed consent
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and participate in the study. These criteria were used to guide the purposive sampling process, ensuring that
participants possessed relevant experiences necessary for addressing the research objectives.

3.3. Instrumentation

This study utilized semi-structured interviews, which balances structure and adaptability to support a
systematic yet flexible inquiry processt’-*. The development of the interview guide was based on the
framework outlined by Kallio et al.*%l which includes essential stages such as establishing prerequisites,
integrating relevant literature, formulating preliminary questions, conducting pilot testing, and refining the
instrument based on evaluative feedback. Probing questions were incorporated, enabling a more thorough
exploration of participants’ experiences, values, and perspectives*!l, Expert validation was undertaken to
ensure the coherence of the instrument, its alignment with the research objectives, and its methodological
soundness, which improved the reliability and credibility of the findings“2. Furthermore, pilot testing
evaluated the clarity, relevance, and effectiveness of the interview questions in generating substantive data*?l.
The semi-structured format allowed for the emergence of unanticipated themes and provided opportunities
for clarification and follow-up, facilitating a comprehensive and in-depth understanding of the phenomena
under investigation*4431, Table 1 presents the final interview questions developed for this study.

Table 1. Final interview guide with open-ended questions.

Objectives Interview question

To explore the perceptions and 1. Can you share your recent experiences with the customer service
experiences of low-income clients provided by government offices?

regarding the quality of customer service 2. What aspects of customer service from government offices do you find
provided by government offices. most satisfactory or unsatisfactory?

3. How do you feel you are treated as a low-income client when seeking
assistance or services from government offices?

To analyze how the customer service 4. How does the quality of customer service you receive affect your trust
practices of government offices influence in the government office providing it?

the trust and satisfaction of low-income 5. In what ways has your level of satisfaction been impacted by the
clients. customer service practices of government offices?

6. Do you think improvements in customer service would change your
trust or satisfaction with government offices? Why or why not?

3.4. Data gathering procedure

The interviews aimed to collect participants’ lived experiences by applying a structured yet adaptable
framework to explore their behaviors, perspectives, and narratives®l. This was particularly important
because the stories of the participants were co-created through the interaction between the researcher and the
participants“”). Given the exploratory nature of the study, semi-structured interviews were utilized to
maintain methodological rigor while accommodating organic discussions that yielded deeper insights“®l. The
process began with the clarification of research objectives, the development of thematic questions, and the
conduct of background research to establish a strong foundation for inquiry™®*%, During the interview, a
confidential and supportive environment was created to ensure participants could share their experiences
openly, including in their preferred language, thereby reducing potential linguistic barriers. The interviews
were guided by a structured protocol using informed consent, ethical consideration, confidentiality
assurances, and systematic questioning®. Probing techniques were applied to elicit implicit meanings and
enrich participants’ narratives [“®%1, With participants’ consent, interviews were audio-recorded using secure
mobile devices, while key themes and initial observations were recorded in a Microsoft Excel spreadsheet
for systematic analysis.
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3.5. Data analysis

This study utilized reflexive thematic analysis to methodically explore narrative data derived from
individual interviews, aiming to uncover recurring patterns and central themes reflective of participants’
lived experiences. Thematic analysis, in general, entails the systematic organization, classification, and
interpretation of qualitative data, offering a structured yet adaptable framework for extracting insights
grounded in participants’ own accounts®2. Its flexibility rendered it particularly appropriate for exploratory
studies, as it enabled the emergence of themes directly from the data rather than relying on predetermined
theoretical frameworks®®. As illustrated in Figure 1, the analysis was guided by the six-phase model
proposed by Braun and Clarke®¥, which encompassed familiarization with the data, initial coding, theme
development, theme review, theme definition, and final reporting—ensuring a thorough and
methodologically sound engagement with the dataset. An inductive strategy was employed to reduce
researcher bias and remain closely aligned with participants’ viewpoints strengthening the credibility and
trustworthiness of the results®®. Reflexivity was integral to the process, as researchers maintained an active,
critical stance toward their own interpretations, treating subjectivity not as a limitation but as a means to
enhance analytical depth®®. This approach facilitated rich, nuanced interpretations of the data, focusing on
the underlying meanings and conceptual significance rather than simply classifying responses. With this, the
study ensured that themes developed naturally from the participants’ narratives, preserving the integrity of
their experiences and producing contextually meaningful conclusionst*l,

Phase 1: Familiarization with the Data
- Read and re-read data
- Take notes on key ideas
- Transcribe interviews

Y

Phase 2: Generating Initial Codes
- Highlight key points
- Assign short labels to data
- I[dentify repeated patterns

Y

Phase 3: Searching for Themes
- Group similar codes
- Identify broad patterns
- Organize codes into themes

Y

Phase 4: Reviewing Themes
- Compare themes with data
- Merge or refine themes
- Ensure themes represent meaning

Phase 5: Defining and Naming Themes
- Write descriptions for themes
- Choose clear theme names
- Explain theme connections

A
Phase 6: Writing the Report
- Organize themes logically
- Provide supporting quotes

- Explain findings clearly

Figure 1. Workflow of reflexive thematic analysis.
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4. Results

Objective 1: To explore the perceptions and experiences of low-income clients regarding the quality of
customer service provided by government offices.

Theme 1: Exhausting

Participants consistently described their interactions with government service offices as physically and
emotionally exhausting. Their narratives revealed a recurring sense of frustration and fatigue, stemming from
prolonged wait times, inefficient service procedures, and insufficient digital infrastructure. The clients often
had to endure long queues, slow-paced transactions, and multiple return visits—conditions that were
particularly burdensome given their socioeconomic constraints and competing responsibilities such as work,
caregiving, and transportation limitations.

“Honestly, it’s exhausting to deal with these offices, but one worker really
helped me when I thought I’d lose my insurance. She called me after hours to let me
know my paperwork was approved.”

For instance, a participant emphasized the emotional toll of the experience, stating that it felt like no one
cared about their situation, which was already emotionally taxing. This response illustrated how the
perceived lack of urgency and concern from government personnel compounded their stress.

“The long lines and slow service make the process exhausting, especially when
I have other responsibilities.”

“Waiting hours just to ask a question is frustrating and makes me feel like my
time doesn’t matter to them.”

“When the system is slow or confusing, it feels like they don’t care how much
stress it causes us.”

Participants cited technical difficulties—such as unreliable online systems and loss of application
progress—as sources of additional frustration, further intensifying the perception that service delivery lacked
consideration for their resource limitations (e.g., limited mobile data or internet access).

“I ran out of data trying to upload the files, and the system didn’t even save my
progress. It feels like they don’t understand what it’s like to not have unlimited
resources.”

“It felt like no one cared about my situation. I was already at my breaking point,
and every delay made it worse.”

Theme 2: Unsystematic

Participants’ experiences with a service delivery process that was perceived as disorganized, unclear,
and inconsistently implemented. Some frequently mentioned being redirected between different departments,
encountering ambiguous instructions, and receiving delayed or incomplete guidance regarding application
procedures.

“I was sent back and forth between different departments because no one
seemed to know the exact process for applying for housing assistance. It felt like
they didn’t care about how urgent my situation was.”

One participant detailed their inability to understand official forms, which led to the rejection of their
application—a clear reflection of a lack of accessible communication and user-friendly design. Similarly,
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many described the online portals as confusing and unreliable, with reports of websites crashing and
navigation errors making the digital process nearly impossible without additional assistance.

“I couldn’t understand the instructions on the form, and there was no one to
explain it to me. | thought | was doing it right, but they rejected my application
because I missed one tiny detail.”

“The website was so cluttered with links and buttons; I couldn’t even figure out
where to start. I just kept clicking, hoping to get to the right page.”

“I tried to apply for assistance online, but the website kept crashing, and I
couldn’t get any help with it. I had to go to the office, but I don’t have
transportation.”

Lastly, the lack of proactive communication from government agencies—such as notifying clients of
missing documentation only after significant delays—created a sense of inefficiency and neglect. The
inability to access real-time help, whether online or in-person, was particularly problematic for low-income
individuals who had limited transportation, time constraints, and urgent financial needs. These issues
collectively revealed a system that was not adequately structured to serve vulnerable populations in a timely
or equitable manner.

“I spent hours filling out forms, but no one told me I was missing important
documents until weeks later.”

Theme 3: Lack of Empathy

Low-income clients mentioned about impersonal, dismissive, and transactional interactions with
government personnel. Many described feeling like a burden or nuisance when requesting information or
assistance. The staff’s perceived disinterest and mechanical approach to service delivery suggested that
emotional support and client engagement were often absent.

“They made me feel like I was begging for help. Every time I asked about
something, it felt like they were annoyed with me for needing assistance.”

Participants shared experiences of having to repeat themselves, only to feel unheard or disregarded.
There was a consistent sentiment that the staff appeared bored, annoyed, or indifferent, which diminished the
clients’ sense of dignity and respect. This perceived emotional disconnect contributed to feelings of
alienation, particularly when clients were already experiencing hardship.

“I had to repeat myself several times, but it felt like they weren’t really
listening, just going through the motions. It made me feel like | was wasting their
time.”

“I felt like I was bothering them every time I asked a question. They acted like
I shouldn’t be asking for help in the first place.”

Several clients expressed that the service they received focused solely on the completion of
administrative procedures, with little to no recognition of the human circumstances surrounding their
applications. As a result, participants felt devalued and stigmatized, as though they were being judged for
seeking assistance rather than supported in overcoming their socio-economic challenges.

“It felt like they were just processing paperwork and not listening to my real
concerns. I didn’t feel like they cared about my situation beyond filling out forms.”
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Obijective 2: To analyze how the customer service practices of government offices influence the trust
and satisfaction of low-income clients.

Theme 1; Effective Communication

Effective communication was identified as a critical factor influencing the trust and satisfaction of
low-income clients in their interactions with government services. Participants noted that when workers took
the time to listen attentively to their concerns and provided clear, step-by-step explanations of processes,
their trust in the system increased significantly.

“The worker listened to my whole situation and worked with me to figure out a
solution.”

“The worker explained everything to me step by step, which made me feel like
someone actually cared about helping me through the process.”

“If they explain things clearly and treat me with respect, I'm more likely to
believe the system is fair and accessible.”

Clients expressed feeling that their needs were genuinely understood and that the service provided was
personalized, which contributed to a sense of respect and care. This theme highlighted the importance of
clarity, transparency, and responsiveness in communication.

“It felt like we were working together, not just me asking for help.”

“Instead of rushing through the paperwork, the worker paused to explain the
steps and made sure I wasn’t overwhelmed.”

When workers explained procedures in simple, understandable terms and ensured that clients
understand the necessary steps, the anxiety often associated with navigating complex bureaucratic systems
was alleviated. This process made clients feel more in control of their situation, reducing feelings of
frustration and confusion.

“The worker took the time to really understand my situation. She asked
guestions to make sure she had all the details and then walked me through my
options.”

“Having everything explained in simple terms helped me understand what I
needed to do and reduced my anxiety.”

The participants also emphasized the importance of interactive communication—when workers actively
engaged with them, asking clarifying questions and confirming details, it made the experience feel more
collaborative rather than transactional. The result was an enhanced sense of trust and confidence in the
service provided.

“If they communicated things better and made sure I understood what I needed
to do, I wouldn’t feel so lost and stressed out. I’d trust that I’'m getting the right
help.”

Theme 2: Good Treatment

Good treatment emerged as another key theme influencing the clients’ trust and satisfaction. Participants
reported that even in the face of long waits or complicated procedures, the attitude and demeanor of the staff
played could help in shaping their perceptions of the system. When workers demonstrated kindness, patience,
and understanding, clients felt valued and reassured, which in turn increased their satisfaction. It was clear
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that when staff members exhibited empathy and emotional intelligence, clients were more likely to view
their experience positively, regardless of delays or administrative challenges.

“When the staff is kind, patient, and genuinely tries to help, I feel like they care
about people like me.”

“If the staff were kinder, more organized, and explained things clearly, I’d feel
more confident in the system and trust that it can actually help people like me.”

“When staff treat me with respect, I feel like my situation matters to them, and
it makes me leave with a sense of dignity.”

Good treatment was particularly important when clients felt vulnerable, such as when they were anxious
or unsure about the process. Workers who acknowledged these emotional states and responded with
supportive, calm interactions helped mitigate stress and contributed to a sense of dignity and humanity
throughout the interaction. Participants who received such treatment expressed greater trust in the system,
believing that it was capable of providing equitable support to people in their circumstances.

“The worker noticed how anxious I was and reassured me that we would get
through it together. It made me feel like [ wasn’t just another case.”

“Even if the process is long, being treated kindly makes it bearable and makes
me trust the system more.”

Theme 3: Organization

Clients expressed a preference for offices that provided step-by-step guidance, clear checklists, and
consistent communication, which helped them feel in control of the process. Participants noted that when
offices were well-organized, with clear instructions, follow-ups, and a structured process, they felt more
confident in the ability of the system to provide assistance. Organized systems facilitated smoother system
for complex bureaucratic processes, reducing client frustration and confusion. In contrast, disorganization
and lack of clarity were sources of stress and dissatisfaction.

“If the office is organized and processes things quickly, it makes me trust that
they know what they’re doing.”

“Clearer instructions and follow-ups would make me feel like I’'m in control of
the situation, and I’d feel better about relying on them.”

“When they had a checklist and walked me through it step-by-step, | actually
felt like they wanted me to succeed.”

In addition, timeliness in processing requests and following up with updates was recognized as a sign of
a competent and reliable system. The presence of a systematized process led clients to believe that the office
knew what it was doing and could effectively manage their cases. When everything was communicated
clearly and processed quickly, clients felt more comfortable relying on the system, enhancing their trust in its
ability to meet their needs.

“The one time it worked smoothly, I got updates through text and email—it
was the only time I didn’t feel lost.”

10
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5. Discussion

This study observed essential components of customer service for government services. The study found
that low-income clients frequently perceived government service offices as exhausting and unsystematic,
citing long wait times, unclear instructions, and technical difficulties as significant barriers to accessing
services. Positive interactions, including effective communication, good treatment, and organizational
efficiency, were identified as key factors in increasing trust and satisfaction with government services.

One of the major challenges that the low-income clients experienced was their limited digital knowledge
when accessing government services. The digital divide continues to hinder the ability of many low-income
individuals due to lack of internet access or insufficient digital literacy®l. Verdeflor(*®l emphasizes that this
technological barrier highlights the essential role of accessibility in shaping a positive and efficient customer
experience. Participants in the present study similarly stressed the need for government services to focus on
both digital and non-digital alternatives to ensure accessibility for all clients.

The findings of this study align with previous research that has highlighted the challenges faced by low-
income individuals when accessing government services. Specifically, Chavez and Vicente™ noted that
participants often reported feeling disrespected or mistreated by accommodation employees. This sense of
disrespect is particularly impactful in low-income communities, where individuals are already navigating
numerous socio-economic barriers. Such negative experiences can create a sense of alienation from
governmental institutions, leading to a breakdown in trust between the public and those tasked with serving
them. The emotional toll of mistreatment can exacerbate existing challenges, such as lack of access to
resources, inadequate support systems, and low levels of civic engagement.

Participants expressed frustration over unclear instructions, complex forms, and the lack of guidance
from government agencies. These findings emphasize the importance of simplifying eligibility criteria and
streamlining processes to alleviate burdens on clients, as well as addressing the technological challenges
faced by low-income individualsl.

Consequently, the study also highlighted instances of positive service delivery, particularly where
government employees exhibited empathy and compassion. These acts of kindness helped to build trust and
goodwill. For McCabel?, enhancing service delivery through compassion and employee training can
significantly improve client experiences.

Furthermore, the study reinforced earlier research on the relationship between customer service and trust.
Aragon et al.”l suggested that respectful treatment and clear communication are critical to building client
trust in government systems. In line with this, participants who were treated with respect and engaged in
positive interactions were more likely to trust the system and perceive it as fair and accessible. Conversely,
negative experiences such as long waiting times, impolite staff, and unfulfilled promises led to a breakdown
in trust®™, and such issues frequently prompted citizens to seek alternative service channels.

The study highlighted the importance of organizational competence in shaping trust. Clients who
viewed government offices as well-organized and efficient were more likely to trust in the competence of
staff and the effectiveness of their services. These findings support the notion that investing in employee
training, technological improvements, and process optimization can significantly enhance client satisfaction
and trust. Clear communication, empathy, and respect were identified as key elements for improving client
trust and satisfaction(?®], are there is a need for greater access to digital resources while ensuring inclusivity
for all demographic groups.
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This paper study contributes to a growing body of literature on customer service in government settings,
particularly for low-income clients, by identifying the critical factors influencing trust and satisfaction. With
strategies to address digital divide, reducing administrative burdens, promoting compassionate service, and
ensuring that all clients feel valued and supported, government agencies can improve their service delivery.
There is the necessity of creating a more equitable and effective government service model that is responsive
to the needs of low-income citizens (2524

6. Conclusion

The study revealed that low-income clients often found their interactions with government service
offices to be physically and emotionally exhausting, due to long wait times, inefficient service procedures,
and technical issues like unreliable online systems. Many participants described the service delivery process
as unsystematic, citing disorganization, unclear instructions, and lack of proactive communication, which
exacerbated their frustration. Despite these challenges, clients emphasized that effective communication,
kindness from staff, and well-organized offices were key to improving their trust and satisfaction. Positive
experiences were characterized by clear guidance, empathetic treatment, and timely follow-ups, which build
a sense of dignity, respect, and confidence in the system.

There were several limitations that needed considerations. One limitation of this study was its reliance
on self-reported experiences, which may be influenced by participants’ perceptions or recall bias. In addition,
the sample was limited to low-income clients, and findings may not be generalizable to other demographics.
Future research could expand the participant pool to include individuals from diverse socioeconomic
backgrounds for a more comprehensive understanding of government service delivery. Lastly, exploring the
impact of specific interventions, such as integrated online platforms, client-centered system, staff training, on
customer satisfaction could offer valuable findings about potential solutions for ineffective customer services.
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