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!
      Abstract 

!
The paper is focused on evaluating the impacts of service encounter elements on service quality 

perception and their effect in customer satisfaction. The objective of the research were to 

evaluate the link between service encounter process and service quality perception, evaluate the 

employee interaction impact on customer experience and service quality perception effects on 

customer satisfaction. Data was gathered from the leading hotels of Islamabad, Lahore, Karachi 

and Jehlum with interviews carried out from the top management of these hotels. Discussion of 

the finding leads to analyze the positive relationship between service encounter and service 

quality perception as well as their impact on customer satisfaction. The discussion also points 

out that a well designed service encounter process can become a competitive advantage in the 

volatile and highly competitive market like Pakistan 
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