
 

TIMBOU-AFRICA ACADEMIC PUBLICATIONS 
MAY, 2022 EDITIONS, INTERNATIONAL JOURNAL OF: 

 

TIJBEES 
25 

BUILT ENVIRONMENT & EARTH SCIENCE VOL.9 

ISSN: 1881-2167 

 

FFECT OF VALUATION SERVICE 

QUALITY AND VALUATION 

RELIABILITY ON REPUTATION 

AMONG ESTATE SURVEYORS AND 

VALUERS’ FIRMS IN BAUCHI 

METROPOLIS 

 

JOSEPHAT CHRISTOPHER; JOHN AZI 

RICHARD; AND HELEN MUSA 
Department of Estate Management and Valuation 

Faculty of Environmental Technology Abubakar 

Tafawa Balewa University, Bauchi, Bauchi State, 

Nigeria 

 

Introduction 
here are a lot of professions intruding into 

property valuation who do not have the 

professional competence to carry out 

property valuation as they do not have the 

requisite property valuation qualification which 

has created the issue of service quality of 

valuation in Nigeria. The valuation market is highly 

competitive and according to Aluko (2007), when 

clients are not satisfied with the quality of service 

received, they might tend to look elsewhere to 

satisfy their demands. This may lead to others who 

are not estate surveyors and valuers intruding into 

the domestic domain of valuers in the country. For 

instance, the engineers who had recently in 

previous occasions claimed to be the one most 

qualified to value plant and machinery, and the 

accountants who had also claimed to be the most  
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qualified to value asset (Abiodun, 2016), which negate the provision of 

the Decree no. 24 of 1975 now CAP E13, LFN 2007 which certifies only 

Estate Surveyors and Valuers to render valuation services in Nigeria. 

Averagely, the general public also believe that valuation advice by estate 

surveyors and valuers is based on the desire to earn attractive 

professional fees. Hence, it is worthy to note that it is a compulsory 

requirement that valuation reports should be clear to users. The clarity is 

expected in terms of the degree it facilitates the user operation through 

familiarising user with the property and its value. Like in any other 

valuation assignments, valuers use professional skill and comply with all 

professional standards and legal provisions to approach the assignment 

valuers’ firms in Bauchi Metropolis with a view to improving and 

enhancing the quality of valuation services and reputation of estate 

surveyors and valuers’ firms in the study area. The population of this 

study are the commercial banks in Bauchi metropolis. Sample frame of 

this study are the 21 commercial banks in Bauchi Metropolis.. A survey 

research was carried out through the use of questionnaire instrument. 

A total of one 63 questionnaire were administered to clients (banks) 

stratified random sampling under the probability type of sampling 

techniques was adopted in this study. Data was analysed using 

statistical packages for social sciences (SPSS). Result exposed that the 

that R-Value of 0.699 and R-Square value of 0.488 with F-statistics value 

of 27.217 were significant as showed by ρ-value of 0.000 far below the 

recommended maximum of 0.05 (Pallant, 2011). Therefore, 

independent variables of valuation service quality reliability of valuation 

explained 48.8% has the effect on reputation with significance. study 

recommended that the Estate Surveyors and Valuers’ office/firm should 

be in central business district or along the major road for easy location 

and Estate Surveyors and Valuers’  should  improve  in innovation such 

as an invention, or the practice of developing and introducing new 

things in firms.   

 

Keywords: Valuation, Service Quality, Reliability, Reputation, Estate 

Surveyors’, Firms 
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per instructions. In addition to that, valuers may include information they 

consider useful to user and this may be specific information for a given 

case property.  The experience from other countries shows that users 

are highly satisfied by the valuation exercise and reporting by valuers. 

Adedamola, Omolade and Opeyemi(2013) studied what lenders want 

from mortgage valuation report in Nigeria and found out that some 

valuation users treated some areas in the report as important while 

others demanded more details on some of the contents in the reports 

which include more details on tenancies and comparable properties and 

recommended that the profession of estate surveyors and valuers 

should be mindful of the new expectation of their clients and try as much 

as possible to meet those expectations to retain the reliability of 

valuation reports in Nigeria. Since lending practice and interaction 

among stakeholders with related collateralization strategies are more or 

less alike globally, the examination of practitioner’s services from 

lending institutions perspective is necessitated in other to obtain an 

understanding about how users perceive the valuation reports from 

valuers with reference to the level of satisfaction obtained from 

them(Bitta, 2014). 
Furthermore, the research on firm’s reputation had been carried out 

across the world which include, Basdeo, Smith, Grimm, Rindova and 

Derfus (2006) demonstrated that firm action profiles, including the 

frequency of a firm’s market actions and the complexity of a firm’s action 

repertoire, are positively associated with firm reputation. Rindova, 

Petkova and Kotha (2007)found out that different kinds of firm market 

action led to different dimensions of reputation, particularly, innovative 

action by the firm led to the generalized favourability dimension 

(“esteem” and “favourability”), while the totality of the firm’s action led 

to being known, and the content of firm action led to being known for 

something. Basdeo et al. (2006) found that the complexity of a firm’s 

action repertoire interacted with industry concentration to predict firm 

reputation, they also found out that a firm’s rival’s complementary 

actions could have a positive effect on the firm’s reputation. Lange, Lee 

and Dai (2011) review Organisational reputation and found out that 

reputation of a firm is the judgement and perception of people about the 
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firm in terms of popularity of the firm, consistency of the firm’s product 

and suitability of the firm’s product, while Pires and Tres(2018) are of the 

view that performance and competence enhances reputation. Hence, to 

attain the desired quality, valuation reports in Nigeria must follow 

guidelines from the Nigerian Valuation Standards (Green book) 

developed by ESVARBON to enhance performance. Given the significant 

development and professional standards in the Nigerian property 

industry, it is particularly important that the quality of valuation reports 

is assessed and benchmarked within the acceptable standard provisions 

and framework; particularly from commercial banks perspectives and 

other end users. 

Therefore, the result from the various researchers which include among 

others Newell, Razali and Juanil (2010) assessed the client perceptions of 

the quality of commercial valuation reports in Malaysia, Adegoke, 

Olaleye and Oloyede (2013) carried a study of valuation clients 

perception on mortgage valuation reliability in Lagos, Nigeria, 

Adedamola, Omolade and Opeyemi(2013) studied what lenders want 

from mortgage valuation report in Nigeria, Oluwunmi, Ajayi, Olaleye and 

Fagbenle  (2011) carry out an analysis of clients' satisfaction with 

mortgage valuation reports in Nigeria, Pires and Tres (2018) undertook a 

research on Corporate reputation: A discussion on construct definition 

and measurement and its relation to performance in Brazil, Lange, Lee 

and Dai (2011) review organisational reputation in Malaysia. Since none 

of the above has carryout studies on valuation service quality and 

valuation reliability on reputation of estate surveyors and valuers’ firms 

in Bauchi Metropolis. Therefore the aim of this study is to examine the 

effect of valuation service quality and valuation reliability on reputation 

among estate surveyors and valuers’ firms in Bauchi Metropolis with a 

view to improving and enhancing the quality of valuation services and 

reputation of estate surveyors and valuers’ firms in the study area. 

 

LITERATURE REVIEW 

Overview of Service Quality  

 Quality service implies meeting the requirements to customer 

expectations regularly (Dabholkar 2015). Bashir,Machali and Mwinyi 
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(2012) defined service quality as the degree and direction of discrepancy 

between consumer’s perceptions and expectations in terms of different 

but relatively important dimensions of the service quality, which can 

affect their future purchasing behaviour. From customer point of view, 

quality means fitness for use and meeting customer satisfaction. Bitta 

(2014) defined quality as conformance to requirements. According to 

Henerico (2019), giving quality service implies meeting the requirements 

to customer expectations regularly. Markovic and Jankovic (2013) 

defined service quality as the degree and direction of discrepancy 

between consumer’s perceptions and expectations in terms of different 

but relatively important dimensions of the service quality, which can 

affect their future purchasing behaviour. From customer point of view, 

quality means fitness for use and meeting customer satisfaction. Service 

quality is important aspect that affects the competitiveness of business. 

Valuers should increase the quality of Valuation service constantly since 

there is no assurance that the current outstanding service is also suitable 

for future. Consequently, Valuers should “develop new strategy” to 

satisfy their customer and should provide quality service to distinguish 

themselves from rivalries not giving them chance or reason for incursion 

(Siddiqi, 2011).  

Quality valuations derive from the service process as well as the service 

outcome. As stated by (Bitta, 2014) there are two types of service quality 

these are technical quality and functional quality. Technical quality is - 

what the customer is actually receiving from the service (outcome) while 

functional quality is the manner in which the service is delivered 

(process). Models have been developed to measure service quality and 

they include: Nordic model in (Bitta, 2014), SERVQUAL model 

(Parasuraman et al 1985), Multilevel model (Dabholkar et al 1996) and 

Hierarchical model (Brady and Cronin (2001).  

According to Markovic and Jankovic (2013), service quality is measured 

using SERVQUAL instrument which consists of 22 items which measure 

five service quality dimensions, namely, tangibles (physical facilities, 

equipment, and appearance of employees), reliability (ability to perform 

the promised service dependably and accurately), responsiveness 

(willingness to help customers and provide prompt service), assurance 
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(knowledge and courtesy of employees and their ability to inspire trust 

and confidence), and empathy (caring and individualized attention the 

firm provides its customers). Oluwunmi (2008) supporting this view spelt 

out the contents of a good quality report and the standards by which it 

should be judged. The author gave a list of report characteristics which 

reflected what a quality appraisal should be. According to the author, 

report must be: current (written in real time with up-to-the-minute 

financial and market information rather than with old, obsolete data and 

methodology); complete (containing all the information needed to 

identify a property and make the appraiser's case); correct (accurately 

reporting facts and explaining issues that pertain to an assignment); 

cogent (logically, clearly, and convincingly taking a reader through the 

steps of the argument on the shortest path to the correct conclusion); 

consistent (without internal discrepancies that might confuse or mislead 

a reader); convenient (making it easy for a reader to find the important 

elements) and concise (wasting no words or money).  

In UK, Crosby et al. (1995) conducted a survey to examine clients’ view 

on the information content of property investment valuation services. 

The findings highlighted inadequate information on market trend, tenant 

strength and valuation methodology. However, their survey showed 

that though valuers were generally well regarded by lenders' clients, the 

clients’ main cause of concern was the quality of the report. The lenders’ 

clients expected information on the state of wider investment market. 

 

Valuation Reliability   

Adetokunboh, Aibinuomo and Agbato (2012) examined the clients’ 

perspectives on the superiority and reliability of valuation reports in 

Lagos State, Nigeria through the evaluation of the current valuation 

report standard of the study area, identification and assessment of 

issues and problems of valuation reporting in the study area, and 

assessment of range of factors in respect of clients’ views on the quality 

and dependability of valuation reports. With the aid of 75 numbers of 

self-administered questionnaires to sample the opinion of the selected 

Lagos State-based financial institutions – banks, savings and loan homes, 

insurance companies and discount houses, the survey summarily reveals 
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that most of these clients have no vivid understanding of the basic 

requirements of a standard valuation report, and are not informed about 

any stipulated provisions of valuation standards and guidance notes. 

Moreover, the study reflects concern for the need for significant increase 

in economic and market analyses in valuation reporting, i.e. greater 

emphasis on market position of particular projects and the need for the 

current demand and supply situation, and a call for considerable review 

of existing (and intended) valuation standards and guidance notes 

involving all stakeholders. Ayedun et al., (2011), researched on the 

perception of clients regarding the reliability of property investment 

valuations in Nigeria. They studied 24 commercial banks in Lagos and 50 

property companies that form part of the major users of valuation 

reports and questionnaires were administered on them. The response 

rate of 62.5% for the banks and 64% for the property companies was 

achieved and data collected were analyzed using descriptive statistics. In 

order to determine the reliability of valuation estimates as perceived by 

clients, they were asked to give their impression of valuation estimates 

from valuers based on their own experiences. 60% of the banks show 

that valuers opinions of valuation figures were not reliable, 26.66% 

agreed that valuations are fairly reliable while 13.33% believed that 

valuations are absolutely reliable. On the other hand, 56.25% of the 

property companies believed valuations from valuers are unreliable 

while 15.65% considered that valuations are absolutely reliable and 28.13% 

sees it to be fairly reliable. From the above results, it can be concluded 

that clients are far from being satisfied with the reliability and accuracy 

of valuation opinions from their external valuers. For margin of error 

accepted. 

 The ‘Red Book’ RIC (2000), provides rules and guidance to valuers, and 

a number of quality control mechanisms exist. The value-tin market is 

competitive; clients dissatisfied with the quality of service received can 

go elsewhere or pursue actions through the court. Also, Ajibola (2010), 

examined the causes of valuation inaccuracy in Lagos Metropolis by a 

survey of 300 estate surveyors and valuers through questionnaires and 

interviews and 150 questionnaires were returned representing a 

response rate of 50%. The data analysis was done using descriptive 
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statistics. He also interviewed selected executive members of the 

valuation profession in Nigeria and 10 valuation lecturers. His result 

shows that 78.8% of the respondents relied on in house database for 

valuation assignments and reliance on in-house data source indicates 

that the valuers use information that may not be properly processed and 

this could in turn result in valuation inaccuracy. He noted that studies in 

UK, USA and Australia show acceptable range of valuation inaccuracy 

between ±5% to ±10% for UK and USA and ±10% to ±15% in Australia. On 

the contrary, Nigerian studies according to him produced outrageous 

figures by Ogunba and Ajayi (1998) of 33.43% for Victoria Island property 

and 36.47% for Ikoyi while Ajibola (2006) produced ±24.82% for Ikoyi and 

±51.54% for Ojodu. He argued that valuation as presently carried out is 

not a good proxy for sale and mortgage transactions for properties in 

Lagos. 

Adegoke, Olaleye and Oloyede (2012) studied the perception of clients 

on reliability of mortgage valuation in Nigeria. A sample size of 50 lending 

institutions was randomly chosen representing 57.5% of the target 

population in Lagos State, the study area. The study used descriptive 

statistic to analyse the data. The study reveals that clients are of the 

opinion that valuations produced by valuers were not reliable. This is as 

a result of the experiences they were having with large disparity 

between the final opinion of values of those properties on default 

mortgage that were foreclosed and the final sales price. The study 

therefore concludes that the estate surveyors and valuers in the country 

owe their clients a duty of care by presenting accurate and reliable 

valuation reports since other stakeholders of the real property investors 

depend on these reports for their investment decisions. 

James (2015) study compared the level of valuation variance and 

inaccuracy between Nigeria and UK. In order to achieve the aim for the 

study, a survey method was employed using questionnaire administered 

on respondent estate surveyors and valuers in Calabar and Uyo 

metropolises. The study surveyed valuers opinions on the existence of 

valuation variance and inaccuracy, the possible causes and the margin of 

valuation error and data collected through questionnaire was analyzed 

using descriptive statistics to find the mean score, standard deviation 
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and percentages. The findings from the study show that valuation 

variance and inaccuracy is high in Nigeria as compared to UK. The 

possible causes include lack of standards, lack of market 

data/comparables, lack of regulatory framework, methods/bases of 

valuation adopted, client’s influence, inadequate training of valuers, 

imperfect knowledge of the property market, wrong assumptions on 

cost per square metre, lack of professional experience as well as failure 

to discipline valuers on cases of negligence with lack of standards ranked 

first with the highest frequency and mean score. The study concluded by 

recommending the creation of a central property database, 

adopting/enforcement of international valuation standards, 

enforcement of disciplinary measures for erring members on negligence 

and a defined acceptable margin of valuation error. 

Aderemi (2015) examined the clients’ perception of the accuracy of 

valuation opinion submitted by Estate Surveyors for the use of banks in 

Ibadan Metropolis. There are one hundred and forty eight (148) 

commercial banks in Ibadan, which are the commonest users of 

Valuation Reports, and are the target population of this work. 

Questionnaires were administered on all the commercial banks in the 

study area while one hundred and thirty were duly filled and adequate 

for further analysis. Data collected from these commercial banks were 

analyzed using descriptive statistics and inferential statistics. The result 

showed that there is high level of significance of inaccuracy in the 

preparation of valuation reports for banks and consequently, the study 

recommended that the Estate Surveyors and Valuers should display in-

depth professionalism in the preparation of their Reports. However, 

Aluko (2004) also recommended that the Estate surveyors and valuers in 

the country are doing a very good job of price estimation through open 

market valuations for mortgage. However, they are not interpreting 

their mar-sets with degree of reliability, which obtains in Britain. The 

implication is that there is still room for improvement in the discharge of 

valuation function. This might not be unconnected with interpretative 

errors, unreliable of faulty assumptions, adoption of unverified data, 

basis and mortgage method (s) of valuation. Unreliable valuations may 

constrain property performance analysis, adversely influence the 
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relevance and credibility of the valuer, and, have damaging confidence in 

the property market as well as the operation of property indices. 

However, it is noted that no two valuers carrying out valuation on the 

same property, given the same information will ever arrive at the same 

opinion of value (Ayedun, Oloyede, Iroham & Oluwunmi, 2011). The 

growing concern for the variance in valuation in Nigeria is something that 

needs to be given a serious attention, especially where the acceptable 

margin of error falls beyond acceptable limits. Ayedun, Oloyede, Iroham 

and Oluwunmi (2011) noted that the valuation process and the result 

from valuers had formed the subject of debate, argument and 

controversy in most parts of the world for the past two and a half 

decade. 

 

Reputation of Estate Surveyors Firms 

Reputation resides in the level of familiarity with or knowledge of the 

organization by outsiders, regardless of the outsiders’ judgment of the 

firm, reputation can be enhanced by corporate marketing and branding 

campaigns (Fombrun, 2001), by the firm’s affiliation with prominent 

partners (Rindova et al., 2005), and by publicity by influential third parties 

and media outlets (Deephouse, 2000; Rindova et al., 2005). Brooks et al. 

(2003) suggest that “familiarity may breed both admiration and 

contempt” since familiar firms are large targets for both praise and 

derision. This opens the possibility that as a firm’s familiarity increases, 

the likelihood that the firm’s generalized favourability remains neutral, 

rather than either favourable or unfavourable, diminishes. It could also 

be that familiarity breeds ambivalence (positive and negative evaluations 

held simultaneously; cf. Brooks et al., 2003).  

A researcher might parse out these dimensions of being “well known” 

and “well hated” in a firm like AIG by examining public discourse such as 

that found in blog entries; the number of entries about the firm may 

serve as an indication of how well known the firm is, while the tenor of 

the blog entries may serve as an indicator of the degree to which that 

perception is negative. Doh et al (2009) found that a prior reputation for 

corporate social responsibility tempered negative stock market reaction 

to the announcement that a firm had been dropped from a prominent 
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social responsibility investment index. Interestingly, there is also 

countervailing evidence that suggests a “liability of a good reputation” 

(Rhee & Haunschild, 2006). That is, being known for something can lead 

to enhanced expectations that may be hard for the firm to meet. For 

example, Rhee and Haunschild (2006) suggested that having a good 

reputation for product quality may result in greater market, share losses 

following product recalls (in particular, automobile recalls resulting from 

severe defects). Specific firm actions, especially downsizing, have been 

related to a loss of firm reputation (e.g., Flanagan & O’Shaughnessy, 

2005; Love & Kraatz, 2009). Basdeo et al. (2006) demonstrated that firm 

action profiles, including the frequency of a firm’s market actions and the 

complexity of a firm’s action repertoire, are positively associated with 

firm reputation. Rindova et al. (2007) found that different kinds of firm 

market action led to different dimensions of reputation. In particular, 

innovative action by the firm led to the generalised favourability 

dimension (“esteem” and “favourability”), while the totality of the firm’s 

action led to being known, and the content of firm action led to being 

known for something. Basdeo et al. (2006) found that the complexity of 

a firm’s action repertoire interacted with industry concentration to 

predict firm reputation. Basdeo et al (2006). also found that a firm’s 

rival’s complementary actions could have a positive effect on the firm’s 

reputation. His six reputation components are: Be obsessed with your 

product or service, deserve confidence, be available, admit mistakes, 

engage people’s interest, have something to say.  

 

METHODOLOGY 

The population of this study are the commercial banks in Bauchi 

metropolis. Sample frame is the total number of population element to 

be studied. The sample frame of this study is the 21 commercial banks in 

Bauchi Metropolis. Stratified random sampling under the probability 

type of sampling techniques was adopted. According to Etikan and Bala 

(2017), stratified random sampling is an improvement over systematic 

random sampling. In this method of sampling, the population elements 

are divided into strata on the basis of some characteristics and from each 

of these smaller homogeneous groups draws at random a 
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predetermined number of units. The sample size used for this study is 

the total of 63 respondents, the figure was gotten based on the sample 

size table designed by Krejcie and Morgan (1970). This constitutes of the 

21 commercial banks operating in Bauchi metropolis and is gotten by 

given questionnaire to 3 staff (manager, head of operation and account 

officer) selected within each of the 21 banks. Closed ended 

Questionnaires were administered to commercial banks which were put 

on a 5-point Likert scale. A Likert scale with mid-point (5-point Likert 

Scale) was chosen because it allows the respondents an option when 

they are not sure of their responses which justify its suitability to this 

research. Questionnaire is a survey research instrument which contains 

a number of structured questions used to collect primary data from 

respondents.  Choy (2014) observed that questionnaires are used to 

obtain descriptive information from a larger sample. Data was analysed 

regression would be applied to summarise quantitative data and 

analysed using descriptive and inferential statistics using Statistical 

Package for Social Sciences (SPSS).   

 

RESULT 

Table 1: Effect of Valuation Service Quality and Valuation Reliability on 

Valuers Firm Reputation 

Model R R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

F Sig. 

1 .699a .488 .471 .30537 27.217 .000b 

a. Predictors: (Constant) valuation reliability and valuation service 

Quality 

b. Dependent: Reputation 

 

Table 1 indicated the regression model summary and the ANOVA results 

of the valuation  

Reliability and valuation service Quality on reputation. The model 

reported that R-Value of 0.699 and R-Square value of 0.488 with F-

statistics value of 27.217 were significant as showed by ρ-value of 0.000 

far below the recommended maximum of 0.05 (Pallant, 2011). Therefore, 

independent variables of valuation service quality reliability of valuation 
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explained 48.8% has the effect on reputation with significance at P < 

.000.   

 

Table 2: Contribution of Valuation Service Quality and Valuation 

Reliability on Valuers Firm Reputation 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 (Constant) 1.011 .426  2.371 .021 

service 

quality 

.180 .127 .179 1.418 .162 

reliability .579 .129 .567 4.484 .000 

a. Predictors: (Constant), Outcome, Process service Quality 

b. Dependent: Reputation 

 

Table 2 shows that the beta coefficient results of reliability and service 

quality are the significant determinant of estate surveyors and valuers 

reputation as indicated by the standardized beta coefficient of 0.179 and 

0.567 and a t-statistics of 1.418 and 4.484 which is significant at 0.004 and 

0.162 significance level. 

 

Conclusion and Recommendations 

This study examined the aim of this study is to examine the effect of 
valuation service quality and reliability on reputation among estate 
surveyors and valuers’ firms in Bauchi Metropolis with a view to 
improving and enhancing the quality of valuation services and reputation 
of Estate Surveyors and Valuers’ firms in the study area. However, the 
result also concluded that valuation service quality and reliability has 
strong effect size on valuers’ firm reputation. The study makes the 
following recommendation base on the result as followed: 

i. It recommended that the Estate Surveyors and Valuers’ office/firm 

should be in central business district or along the major road for 

easy location.  

ii. It recommended that the Estate Surveyors and Valuers’ should 

improve in innovation such as an invention, or the practice of 

developing and introducing new things in firms.   
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