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ABSTRACT This paper aimed to discuss the perceptions held by employees towards the objectives of the system
employed in their organization to assess their service interactions with customers, their perceptions of fairness of the
system, and how such fairness relates to their satisfaction with the assessment outcomes. The study’s population,
consisting of employees working within service assurance call centres situated in Bloemfontein, Cape Town and Gauteng
comprised of 117 respondents. To achieve the paper’s objective the researchers used a self-administered questionnaire
and the data collected was managed and analysed using the Statistical Package for the Social Sciences (SPSS). The findings
of the study indicated that employees perceive the uses of assessing their service interactions with customers as both
developmental and administrative, perceive fair outcomes and procedures used in determining the outcomes, they are
satisfied with assessment outcomes, view the system used to assess their interactions as effective and trustworthy.

J Communication, 8(1): 1-15 (2017)
DOI: 10.31901/24566586.2017/08.01.092


