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Abstract – The disparities in access to public 
assistances between rural and urban areas are 
analyzed in this study, corresponding to the intensity in 
which the constructs are related to expected quality, 
perceived quality and perceived value as influential 
factors in citizen satisfaction and loyalty. In Guayaquil, 
a survey is carried out at the household level, 428 valid 
questionnaires are obtained in the rural area of 
Tenguel and 521 Valid questionnaires in the urban 
area of Tarqui, applyingto the American Customer 
Satisfaction Index (ACSI). The research used a 
Structural Equation model (SEM) to evaluate the 
hypotheses raised, if they observe significant 
differences in citizen perception between inhabitants of 
urban and rural areas about the quality of community 
services, this as a determining cause in the level of 
citizen satisfaction and loyalty to choose their 
municipal authorities. The multigroup analysis allowed 
to identify inequalities in the observation of the quality 
of municipal or local communityassistances between 
rural and urban areas; the findings are considered to 
local public administrators for the design of public 
policy aimed at improving levels of citizen satisfaction 
and loyalty. 
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1. Introduction

Access to public services in urban and rural areas 
may reflect inequalities, showing superior 
development in cities or centers compared to towns 
or the periphery[1], our urban versus rural approach 
is established due to differences in access to various 
public services between urban and rural areas. 

Several studies analyze the disparity between 
urban parish and rural parish, in issues related to 
health[2], employ[3], voting intention [1], transport 
[4], land use [5], sports services [6], economic 
growth [7], life satisfaction[8]. 

The increase in urbanization in the world and the 
rapid growth of greatertowns, has caused significant 
revolutions in the structure of urban parish and rural 
parish [9], life in rural areas is characterized by 
affordable housing, rural well-being, green 
environments are considered as desirable places to 
raise children or for retirement life[10]. However, the 
situation of the most remote rural areas is associated 
with low income, deprivation and poverty [11], 
social exclusion and inequality [12], poor public 
services, access to precarious jobs and lack of 
cultural or recreational activities [13]. 

Now, if only material goods such as clothing, 
housing or any other were everything that had an 
impact on satisfaction, then the solution would be 
simple, satisfaction would always be more excellent 
in urban parish compared to rural parish. However, 
life in urban regions entails difficulties that have 
unfavorable effects on joy such as:  pollution, 
feelings of isolation and alienation[7]. 

Citizen participation in democratic governance has 
the consequence that governments pay attention to 
voters’ opinions; meanwhile, citizens expect elected 
public servants to commit to their requests. 
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Therefore, the satisfaction of citizen requests 
occupies an elementary function in the intention of 
citizen vote [14]. 

The uncertainty exists due to political polarization 
in Europe, where urban and rural areas have a 
fundamental role in decisions. For example, in the 
Brexit vote, metropolitan areas, on average, were 
more likely to remain in the European Union than 
rural areas [1]. 

Economic geographers mention that the results of 
polarization are consequences of patterns of 
inequality in development, with growth models 
focused on urban and central areas, with little 
attention to rural areas and periphery. An 
interpretation of the political disparities for urban 
parishes and rural parishes could be income 
inequalities, different displacement patterns between 
urban and rural areas, various opinions in the local 
administration, disparity in access to quality [1] 
public services [2]. 

The study was carried out in Guayaquil; it is the 
second most populated district in Ecuador with 
almost three million people, an urban andrural parish 
was chosen, the selected urban parish called Tarqui 
has an area of 227.44 km², Tarqui is chosen for 
having the most significant urban and commercial 
development in Guayaquil, it has a population of 
approximately 800,000 inhabitants[15]. 

The rural area chosen is called Tenguel, it is a rural 
parish of the Guayaquil canton, located 170 km 
away, being the parish situated more on the outskirts 
of the capital Guayaquil. Tenguel occupies a land 
area of 138.12 km², has a population of 13800 
inhabitants; the rural parish is selected for the study 
for being the rural area furthest from Guayaquil and 
is linked to agriculture, livestock, forestry and fishing 
[16]. 

The methodology used in the research to determine 
citizen satisfaction for urban parishes and rural 
parishes of Guayaquil City with the 
assistancesproviding by theGuayaquil City Hall, was 
the estimation of causal relationships between 
expected quality, perceived quality, perceived value, 
satisfaction and loyalty[17]. 

The expectations of the citizens who reside in the 
municipality of Guayaquil, whether they are rural or 
urban citizens, about public services establish the 
bases of our study. Individual perceptions derived 
from beliefs and knowledge of the area leads him to 
compareexpected quality and perceived quality, as 
well as to build the perceived value of the set of 
municipal or localcommunity assistances received. 

In the literature, researchers are observed as among 
others who study the satisfaction levels between rural 
and urban areas. Still, none of these studies addresses 
the intensity of causal relationships, between the 
variables that build satisfaction with municipal public 

services and loyalty to elected municipal authorities 
[5]. 

The research contributes to the growing literature 
ondifferences in satisfaction for urban parishes and 
rural parishes, the purpose of this investigation is to 
accomplish a comparative evaluation between rural 
parish and urban parish about the intensity of causal 
relationships, concerning the provision of municipal 
public services  and observe  disparities between the 
observed value, height of satisfaction and 
loyaltyproduced by the probable quality and 
observed citizen quality in the use of municipal or 
local public assistances. 

Following the introduction section, the research is 
configured as a theoretical framework; in this 
section, the methodologies and results achieved by 
several authors are exposed, the third section 
continues with the method applied in this research, 
the following paragraph makes the presentation of 
results obtained. It culminates with the discussion 
and conclusions that precede the bibliographic 
citations. 

 
2. Theoretical Framework 

 
The diversity of authors analyzed the expected 

quality and perceived quality of public management 
regarding public services. Similarly, there is research 
on citizen satisfaction and loyalty comparing urban 
and rural areas. 

 
2.1.  Perceived Quality in the Facility of Local 

Community Services 
 

Perceived quality is the set of sensations and 
experiences by each individual in the different 
experiences they have as a client, consumer and in 
our case a citizen who receives and uses the different 
municipal services[18]. The effect of perceived 
quality on customer satisfaction has been 
demonstrated by various researches[19], i.e., if 
perceived quality increases, satisfaction should 
increase [20]. 

 
2.2.  Expected Quality in The Provision of 

Municipal Services 
 
Expected quality is the advanced measurement of 

the consumer to the quality of an item or service, 
which symbolizes the experience preceding the 
purchase [21]. For[22]a consumer’s agreement with 
the product depends on the perceived quality and the 
expected quality. The variables that intervene in the 
scheduled quality are schooling, income or social 
status [23]. Consequently, satisfaction is 
differentiated between the anticipated quality of 
citizens of urban and rural areas [8]. 
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2.3. Perceived Value in Urban Parish and Rural 
Parish 

 
Perceived value is the result between what the 

customer gets and what they sacrifice in exchange for 
quality [24], In general, the literature establishes that 
a satisfied person is very prospective to be reliable to 
the merchandise or service and recommend it to their 
personal environment. [21]. 

The associationof perceived value [25] and 
satisfaction is observed in the study by means of the 
American Customer Satisfaction Index (ACSI) 
model or standard; demonstrate the effect of 
perceived value as a critical factor on consumer 
satisfaction and its subsequent impact on consumer 
loyalty. 

Research [26] shows that perceived value is 
animportantprognosticator of consumer satisfaction 
through 70,000 consumer surveys at companies 
operating in the United States using the American 
Customer Satisfaction Index [27]. Using data from 
national longitudinal surveys and examining the 
perceived value of China's rural Dibao program, they 
found a strong positive effect on citizen satisfaction 
in rural areas. 

 
2.4. Citizen Satisfaction in Urban Parish and Rural 

Parish 
 
The sufficiency of a merchandise or service to 

match the expected quality of a customer is called 
satisfaction [28]. In addition, it is the synchrony 
between observed quality and observed value. In the 
literature it is accepted how satisfaction influences 
loyalty[29]. 

[30] conducted citizen satisfaction studies in the 
urban area of Eskisehir, Turkey. Their findings 
revealed through factor analysis, general satisfaction 
of citizens with the municipal services of Eskisehir, 
such as transportation, transit, cultural and artistic 
activities, garbage collection, urban planning, green 
areas, sports fields and support for associations. 

Studies such as those by [28] mention that rural 
citizens who live in the area of influence of large 
cities are more satisfied than urban residents[10]. 

 
2.5. Loyalty 

 
Loyalty is the intention to repurchase or 

recommend a merchandise or service [31]. Within 
the scientific literature there is a link between 
satisfaction and loyalty, concluding that the greater 
the satisfaction, the greater the objective 
consumption of a customers.[32], while dissatisfied 
customers do not reveal loyalty to merchandise or 
services that do not, please them [33]. 

Academics[34], [35] as researching the sensitivity 
of the quality of public assistances, allowing to 
interpret the importance of the offer of quality public 
services, increasing the interest of political actors in 
the continuous improvement of the providing of 
assistances in urban parish and rural parish. 

The continuous improvement processes applied to 
the application of public policy concerning the 
provision of public assistances generate an influential 
factor in citizen loyalty [36]. Building resident 
satisfaction and loyalty with communityassistances, 
in a study of [37] testing a model of citizen loyalty 
empirically with 402 surveys of Saudi citizens, the 
findings showed that quality of service and user 
satisfaction explain citizen loyalty to services 
providing by the local government. 

The investigate analyzes the quality of community 
services in the urban parish of Guayaquil city and the 
rural parish, such as Tenguel. 

 
2.6. Hypothesis Development 
 

The variables that were used to evaluate resident 
satisfaction and fidelity in the rural parish and urban 
parish of Guayaquil city, these will allow comparing 
the results of direct and moderate causal relationships 
were: (1) Expected quality of public services, (2) 
Perceived quality of public services, (3)  Perceived 
value is the comparison with expected quality and 
perceived quality, (4) Satisfaction is the response 
where the emotion or cognition of citizens who use 
public services is incorporated and (5) Citizen 
Loyalty is based on the experimental effects has on 
the use of community services offered by City Hall. 

Once the model for rural and urban areas 
(subsamples) has been evaluated, a model is 
developed integrating both subsamples and a 
grouping variable (label) is defined, these take the 
values 1 = urban citizen and 2 = rural citizen, to 
culminate with the calculation of the multigroup 
analysis. The hypotheses proposed according to the 
theoretical framework that justifies the use of causal 
variables for the construction of citizen satisfaction 
and loyalty are (Figure 1): 

Hypothesis 1 (H1). According to the estimation of 
the causal relationships: there are significant 
differences between the expected quality and the 
perceived quality between citizens residing in rural 
parish and citizens residing in urban parish. 

Hypothesis 2 (H2). According to the estimation of 
the causal relations: there are significant 
differentiationsin the expected quality and the 
perceived value between citizens residing in rural 
parish and residents residing in urban parish. 

Hypothesis 3 (H3). According to the estimation of 
causal relationships: there are significant differences 
between perceived quality and perceived value 
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between citizens residing in rural parish and citizens 
residing in urban parish. 

Hypothesis 4 (H4).According to the estimation of 
causal relationships: there are significant differences 
between perceived quality and satisfaction between 
citizens residing in rural parish and citizens residing 
in urban parish. 

Hypothesis 5 (H5). According to the estimation of 
causal relationships: there are significant differences 
between perceived value and satisfaction between 
citizens residing in rural parish and citizens residing 
in urban parish. 

Hypothesis 6 (H6). According to the estimation of 
causal relationships: there are significant differences 
between perceived quality and loyalty between 
citizens residing in rural parish and citizens residing 
in urban parish. 

Hypothesis 7 (H7). According to the estimation of 
causal relationships: there are significant differences 
between satisfaction and loyalty between citizens 
residing in rural parish and citizens residing in urban 
parish. 

 

Figure 1. Theoretical research model 
Source: Authors. 

 
3. Materials and Methods 

 
This section describes the materials and methods, 

as well as the sample and instruments that will be 
used in this research. 
 
3.1. Sample 

 
The questionnaire was conducted in the city of 

humbleGuayaquil-Ecuador, the sample of the urban 
area was extracted in the Tarqui parish, and the 
statisticsgroup of the rural area was carried out in the 
Tenguel parish. The Tarqui metropolitan area is 
considered the most important urban and commercial 
center of Guayaquil and the most densely populated 
parish of the city [15], while the Tenguel rural area is 
the rural sector with the most significant agricultural 

 
 

extension and the second rural parish with the most 
influential territorial extension of Guayaquil [16]. 

The universe of the Tarqui urban area is made up 
of 800,000 inhabitants, for the collection of data was 
counted on the collaboration of a group of previously 
trained interviewers, the survey was applied to 642 
familieselected with simple random sampler, getting 
521 acceptablesurveys, the surveys were conducted 
between October 5 and 18, 2020. 

The rural area Tenguel has a universe of 13.800 
inhabitants, where 576 families chosen with 
simplified random sampling were surveyed, getting 
428 effectivesurveys, using the same pollsters during 
April 3-9, 2021. 

The sample population was informed that the 
surveys carried out were for educationalreasons, and 
the object of study, and anonymity was guaranteed if 
oralagreement was requested in the participation of 
the study. The survey provided sociodemographic 
information, the levels of estimated quality, observed 
quality, observed value, satisfaction and loyalty of 
the residents of the urban and rural area of the study. 
The surveys were carried out from citizens of legal 
age onwards and without distinction of the education, 
income or professional space. 

 
3.2. Instrument 

 
The study of the variables that form the constructs 

of the suggested theoretical standard.  for rural and 
urban areas, a questionnaire of 67 items was carried 
out, grouped into three sections: 

 

First: Questions that evaluate the public services 
providing byGuayaquil City Hall, related to the 
quality of these services that citizens expect, the 
perceived quality and perceived value in rural and 
urban areas, in aspects such as land use planning, 
roads, public transport, organization and zoning, 
roads, crosswalks, parking facilities, address 
information, transportation station services. 

Second: Questions related to the satisfaction and 
loyalty of rural and urban residents about 
localgovernment, founded on the knowledge of 
citizens with the assistancesproviding by Guayaquil 
City Hall. 

Third: Questions regarding the sociodemographic 
profile of the urban and rural citizens of the parishes 
under study. 

American Customer Satisfaction Index (ACSI), is 
the standard used in this investigate (see figure 1), in 
this way the latent variables are evaluated with the 
measurements of the items corresponding to the 
aforementioned literature (see table 1). 
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Table 1.  Variable, Acronym and References 
 

Latent Variable Acronym References 

Expected Quality (EXPEQUAL) [38] 
Perceived Quality (PERQUAL) [39] 

Perceived Value (PERVALU) 
[40] 

 
Satisfaction (SATISFAC) [10] 

Loyalty (LOYALTY) [34] 
 

Source: Authors. 
 
4. Results 
 

The results section groups the calculations 
obtained after applying the models of structural 
equations, validating the observed and latent 
variables, the hypotheses of causal relationships are 
contrasted.  We begin with a synthesis of the 
sociodemographic profile of the rural and urban 
citizens surveyed, followed by the consistency and 
rationality of the standard proposal, finalizing with 
the differences in the causal relationships between 
the rural and urban sample by including restrictions 
in the estimated model (multigroup analysis) of the 
seven hypotheses raised in the theoreticframe. 

The sociodemographic summary of the residents of 
Guayaquil in the rural area Tenguel and the rural area 
Tarqui (Table 2) shows that 53.50% of the 
respondents were men in the rural parish while in the 
urban parish 53.17%.  46.26% and 45.68 women 
surveyed in the areas, respectively.  Most 
respondents were between 18 and 30 years old, 
41.82% in rural areas and 44.72% in urban areas.  

The first significant disparity is observed in the 
level of education in the rural area, 24.3%, up to the 
level of primary education, in the urban area, up to 
the same level, 7.1%. In the rural area, 77.57% 
confirm having incomes below $ 400, while in the 
metropolitan area, they are 70.44%, that is, income 
below the unified basic salary in Ecuador [41]. 
 
Table 2.  Citizens’ sociodemographic profile 
 

Variable/ Categories 
Rural (n=428) - Urban 

(n=521) 

Rural Area Urban Area 

A
b

so
lu

te
 

F
re

qu
en

cy
 

P
er

ce
n

ta
ge

 

A
b

so
lu

te
 

F
re

qu
en

cy
 

P
er

ce
n

ta
ge

 

Sex     
Men 229 53.50 277 53.17 
Women 198 46.26 238 45.68 
No comment 1 0.23 6 1.15 

Age     
[Under 30] 179 41.82 233 44.72 
[30-39] 71 16.59 165 31.67 
[40-49] 82 19.16 67 12.86 
[50-59] 50 11.68 40 7.68 
60 or more 46 10.75 16 3.07 

Level of instruction     
No study 16 3.741 1 0.19 
Primary 88 20.561 36 6.91 

Secondary 228 53.27 266 51.06 
University 95 22.20 207 39.73 
Postgraduate 1 0.23 11 2.11 

Country of origin     
National 426 99.53 521 100.0 
Abroad 2 0.47 0 0.0 

Income     
Less than $400 332 77.57 367 70.44 
Between $400 and $2000 94 21.96 146 28.02 
Between $2001 and 
$5000 

2 0.47 4 0.77 

Between $5001 and 
$10000 

0 0.0 2 0.38 

More than $10001 0 0.0 2 0.38 
Guayaquil is their only 

place of residence. 
    

YES 405 94.63 447 85.80 
NO 23 5.37 74 14.20 

 

Source: Authors. 
 

4.1. Reliability Analysis of Constructs 
 
The way to contrast the validity and determination 

of the items as[42] the collinearity was examined, 
where the values of the inflation factor Variance 
statistic (FIV) is more significant than five; that is, 
the conclusion showed the absence of collinearity in 
the variables used for each of the latent variables. 
As[43];[17], the individual reliability of the factorial 
loads is corroborated on the outcomes of the 
estimates. Therefore, the structural quantity model is 
considered acceptable and consistent to analyze. 

The validation between the variables that are 
observed and the measurement of the latent variable 
that is formed from these first variables, is expressed 
in the criterion suggested by [44], where the statistics 
of Cronbach's alpha andcomposite reliability of the 
latent have to have a coefficient equal to or greater 
than 0.70 to be considered a parsimony model; [45], 
[46]. The results presented in Table 3 maintain or 
exceed this limit in rural and urban areas. 

 
Table 3. Compound reliability and Cronbach's Alpha 
Source: Authors. 

 

Convergent validity verifies if a conglomerate of 
variables explains a construct, the value is obtained 
from the average variance extracted (AVE). As[17] 

Construct 

RURAL URBAN 

C
om

po
si

te
 

R
el

ia
bi

li
ty

 

C
ro

nb
ac

h’
s 

A
lp

ha
 

C
om

po
si

te
 

R
el

ia
bi

li
ty

 

C
ro

nb
ac

h’
s 

A
lp

ha
 

LOYALTY Loyalty 0.804 0.700 0.939 0.918 
SATISFAC Satisfaction 0.796 0.715 0.910 0.851 

EXPQUAL 
Expected 
Quality 

0.958 0.954 0.986 0.986 

PERVALU 
Perceived 

Value 
0.812 0.759 0.939 0.930 

PERCQUAL
Perceived 
Quality 

0.847 0.811 0.956 0.952 
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delimited thatAVE value must be > 0.5 (Table 4), 
which means that the latent variable in each case 
segmentsadded than partial of its variation with its 
indicators. 

 
Table 4. Average variance extracted (AVE) 
 

The average variance extracted (AVE) 
Construct Acronym RURAL URBAN

Expected Qual. (EXPEQUAL) 0.674 0.800 
Perceived Quali. (PERCQUAL) 0.690 0.593 
Perceived Val. (PERCVALU) 0.520 0.679 
Satisfaction  (SATISFACT) 0.665 0.771 
Loyalty (LOYALT) 0.684 0.755 

 

Source: Authors. 
 

The goodness of fit measures is presented to 
strengthen the standard as a total for its statistical 
validation, additionally the quality indices are shown 
in rural areas and their counterpart, the urban. It is 
important to mention that the reflective constructs 
and the formative constructs were contrasted, and 
Table 5 below conforms all the results of the adjusted 
model. It is confirmed that the results acquired 
(values of the Threshold of excellence shown in the 
right column) justify validity and applicability. 

 
Table 5. Model fit and quality indices 
 

Measures of fit RURAL URBAN p-Value 
Average path 

coefficient (APC) 
0.222 0.459 

<0.001 
Average R-squared 

(ARS) 
0.2000 0.614 

Average adjusted R-
squared (AARS) 

0.197 0.613 

Index of Quality Value Ranges 
Average block VIF 

(AVIF) 
1.308 3.323 

plausible if <= 5, 
parsimony<= 3.3 

Average full 
collinearity VIF 

(AFVIF) 
1.705 4.647 

TenenhausGoF 
(GoF) 

0.283 0.628 
lower>=.1, 

intermediate>=.25, 
higher>=.36 

Sympson's paradox 
ratio (SPR) 

1.000 1.000 
plausible if>=.7, 

parsimony=1 
R-squared 

contribution ratio 
(RSCR) 

1.000 1.000 
plausible if>=.9, 

parsimony=1 

Statistical 
suppression ratio 

(SSR) 
1.000 1.000 

plausible if>=.7 
Nonlinear bivariate 
causality direction 
ratio (NLBCDR) 

0.786 1.000 

 

Source: Authors. 
 
4.2. Multi-Group Analysis 

 
The objective of the multigroup analysis is to make 

a comparison of the product of causal relationships 
with the variables that make up citizen satisfaction 
and loyalty. This development shows the disparities 

in satisfaction and fidelity levels concerning 
community services in the rural and urban areas of 
study. 

To obtain the results of the multigroup analysis, the 
causal relationships were assessed, fragmenting the 
sample obtained in the urban area and the rural area; 
later brands were defined to identify if the respondent 
is a citizen of the rural area or the metropolitan area. 
Figure 2 shows values of factorial loads of causal 
relationships for models calculated in rural and urban 
areas; the p-value is used to validate the importance 
ofthe interactionsconcerning latent variables of the 
model. 

 

Figure 2. Graph of the suggested model in  
rural and urban areas 

Source: Author. 
 
The method used for the multigroup analysis is 

restricted latent growth, similar to the technique 
applied in a complete analysis of latent development; 
in the process used, the sub-sample formed by the 
rural and urban area studied is restricted. The point of 
the restricted crescent method is that the subsamples 
considered by way of [47] are not more significant 
than the subsample analyzed. Table 6 reveals the 
absolute latent growth coefficients and the limit 
probability of the causal associations of the 
suggested model and shows substantial disparities in 
causal relationships. 

 
Table 6.Hypotheses analysis 
 

Hypothesis 

Path Coefficient 
Path coeff. 
Differences 
(Urb-Rur) p

-V
al

u
e 

S
u

p
p

or
te

d?
 

RURAL URBAN 

H1: EQ–PQ 0.080 0.780 0.642*** <0.001 YES 
H2:  EQ–PV -0.056 0.122 0.818*** <0.001 YES 
H3:  PQ–PV 0.819 0.833 0.021 0.261 NO 
H4: PQ-S 0.167 -0.257 0.147*** <0.001 YES 
H5: PV-S 0.150 0.417 0.158*** <0.001 YES 
H6: PQ-L 0.239 0.213 0.070* 0.015 YES 
H7: S-L 0.076 0.589 0.262*** <0.001 YES 

 

Source: Author. 
 

The following conclusions are drawn from the 
hypotheses raised in this research. The H1 hypothesis 
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with a coefficient (0.642***) and limit probability 
(<0.001) is confirmed, showing that there are 
disparities in the causal relationships between 
citizens of the rural area concerning citizens of the 
urban area. The H2 hypothesis is secured with a 
positive coefficient (0.818***) and limits probability 
(<0.001). The disparities between citizens of rural 
parish and urban parish of revision are maintained, 
with the causal associationin expected quality and 
perceived value. 

Hypothesis H4 is confirmed with the coefficient 
(0.147***) and limit probability (<0.001), significant 
differences between citizens of urban and rural areas 
are established, hypothesis H5 is secured with a 
positive coefficient (0.158***) and the limit 
probability (<0.001), disparities arise in the causal 
relationships of citizens of urban and rural areas, 
with the causal relationship perceived value and 
satisfaction.  

Hypothesis 6 is confirmed with a positive 
coefficient (0.070*) and a limit probability of (0.015) 
between citizens of rural and urban areas, 
maintaining significant differences with the causal 
relationship perceived quality and loyalty. 
Hypothesis 7, with a positive coefficient (0.262***) 
and limit probability (<0.001), shows disparities 
between the opinions of rural citizens concerning 
urban citizens in the causal associationin satisfaction 
and loyalty. 

Figure 3 presents the model evaluated with the 
differences in intensity of causal relationships 
between citizens of rural areas and citizens of urban 
areas. 

Figure 3. Model diagram with the absolute differences 
 of the coefficients and p-Value 

Source: Authors. 

5. Discussion and Conclusions

Citizen satisfaction in the local government 
services of residents in rural and urban sectors is a 
conclusive component for the collaborators of said 
local government. 

This satisfaction also has a chain effect, since the 
experience or personal experience is transmitted to 
the family and close friends, this translates into votes 
when choosing or recommending a local president. In 
this same way, the importance of improving the 
quality of public assistancessuggested by City Hall in 
an efficient manner is discussed. 

Several authors in the literature address citizen 
satisfaction in urban and rural areas[9];[48];[49];[5], 
among others, but there are no studies that compare 
theoretical models of causal relationships of variables 
that make up the satisfaction of municipal public 
services and loyalty to the elected authorities in the 
municipality, between citizens of rural parish and 
urban parish. 

The objective of the research was to carry out a 
comparative analysis of the intensity with which the 
constructs are related between the two theoretical 
models proposed to measure citizen satisfaction, in 
the same way, differences in urban parish and rural 
parish are analyzed, their sensitivity of the quality of 
public services providing by the Guayaquil City Hall. 
The analysis allowed us to know the perceived value, 
the height of satisfaction and citizen loyalty. 

Applying the multigroup analysis, there are 
disparities in citizen perception between the 
inhabitants of urban parish with the inhabitants of 
rural parish, the relationships that generate impact 
also differ between perceived value and satisfaction 
concerning citizens of urban parish and rural parish; 
inequalities are also manifested in the levels of 
loyalty to the authorities in office with urban parish 
and rural parish. 

In the results of the measurements, urban parish are 
more satisfied than rural parish, with the provision of 
public services in the Municipality of Guayaquil; this 
is transferred more excellent roots to the territory and 
greater loyalty to municipal authorities than rural 
areas.  

The research points to the importance of 
heterogeneity in establishing public policies, with 
different propositions for citizens of rural and urban 
areas [7]. In addition, citizen satisfaction analysis 
studies contribute relevant information to local 
governments in designing strategies that generate 
territorial roots and loyalty to their authorities [1]. 

Citizens of the rural area of Tenguel, on average, 
have higher expectations than urban citizens of the 
Tarqui area. The average of 5.5 for the citizens 
surveyed in the metropolitan area and 6.8 for the 
citizens surveyed in the rural area, this in aspects 
such as territorial planning, roads, public transport, 
organization and zoning, roads, pedestrian crossings, 
parking facilities, address information, 
transportationstation services. 

 On the other hand, when the answers are evaluated 
based on the perception of the citizens of the urban 
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area, this subsequent experience of the quality of the 
detailed aspects of territorial planning results in an 
average of 4.27, while the perception of citizens of 
rural areas obtained an average 3. 7, the lowest 
evaluations were in the address information service 
and parking services [35]. 

Expected quality in the questions related to the 
experience of citizens with municipal public services, 
for inhabitants of the rural area it is greater than the 
coefficient for inhabitants of the urban area, 5.6 is the 
average for citizens of the metropolitan area studied 
of Guayaquil and for citizens of the rural area it is 
6.8, in the results it is observed greater propensity of 
the rural parish in the expectation to the community 
services providing by the Guayaquil City. 

At the time of testing the quality of municipal 
services, the perception of citizens of the urban area 
is higher than the perception of citizens of rural 
areas, services in aspects of sewerage and drinking 
water, garbage collection, public lighting, funeral 
services, firefighters and municipal police among 
others, obtained an average of 4.14 for citizens of 
urban areas and 3.90 for citizens of rural areas [50]. 

For questions related to the environmental aspect, 
the expected quality for citizens of the rural area the 
average is 6.7, concerning citizens of the urban area 
they obtained on average 5.4, the results of perceived 
quality after experiencing aspects such as air 
pollution, noise pollution, evaluating green places 
and recycling points was 3.99 for rural area dwellers 
and 3.85 for urban area dwellers, emphasizing the 
lowest weighting points to air pollution and recycling 
points in the metropolitan area [51]. 

 In the points so far reviewed, the expectations of 
rural citizens in municipal public services are higher 
than the expectation of citizens of the urban area. 
Still, once the community services providing by the 
Guayaquil City Hall have been used,quality 
perceived in the section of territorial planning and 
municipal services varies, being higher scored by the 
citizens of the urban area. The rural area inhabitants 
rated better in environmental aspects concerning the 
residents of urban parish; the results obtained 
influence the causal correlationin perceived value 
and satisfaction. 

Value perceived in this study is the predisposition 
of citizens to pay their tax burden, reflected in taxes, 
fees and municipal permits, for the community 
services providing by the Guayaquil City Hall. The 
citizens of the urban area had an average of 4.48; the 
best-rated services were the garbage collection 
service and the transport terminal. The citizens of the 
rural area obtained an average of 3.70, and their best-
qualified services were the supply of drinking water 
and the garbage collection service [52]. 

The levels of general satisfaction of all sections 
have an average of 5.24 for citizens of the urban area 
and 4.86 for citizens of the rural area [6], [7]. Loyalty 
to the elected authorities consulting if they would re-
elect him the urban area obtained 4.94, and for the 
citizens of the rural area, it was 4.41. In contrast, in 
the recommendation to family and friends to choose 
the same authority in the urban area, 4.87, in the rural 
area it is 4.32. Another aspect of loyalty is rootedness 
to the territory. The urban population obtained 5. 01 
and rural population 4. 61. Constructs of perceived 
value, satisfaction, and loyalty generally maintain 
higher averages in urban areas relative to rural areas 
[1]. 

The disparity in the intensity of the causal 
relationships between the models of the urban and 
rural area is confirmed in this study, the levels of 
relationship between constructs are positive and 
significant. However, the influence between 
constructs in the urban area exceeds the rural one due 
to the coefficients obtained from the observed 
variables that constitute each construct. 

A restriction of this investigate is the sample, 
meanwhile they were achieved in a single urban and 
rural sector of the city of Guayaquil, allowing the 
application only in territories with similar political, 
socioeconomic and demographic contexts, in 
addition, these types of studies yield outcomes that 
are estimated to be correct in entirelycircumstances. 
Still, additional investigation must be carried out to 
confirm if citizens’ perceptions change with time. 
The research opens the way to further studies that 
determine satisfaction and loyalty indices. 
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