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Abstract 

Institutional service quality is considered as a possible predictor of users‘ 

satisfaction. However, the strength and degree of association between service 

quality and users‘ satisfaction vary across institutions. This study explores 

association between educational service quality and students‘ satisfaction in 

Hazara University, Pakistan. The targeted respondents, purposively selected, 

were 191 graduate level students of various department of the university. Data 

was collected through structured questionnaire based on five points Likert scale. 

Various aspects of the service quality such as academic and non-academic 

aspects, design, delivery and assessment, group size and tangibility were treated 

as independent variables while students‘ satisfaction was selected as dependent 

variable. The collected data was statistically analyzed through mean, standard 

deviation and Chi Square test to obtain scores, values and level of significance 

among the selected variables. It is concluded that overall students‘ satisfaction is 

significantly associated with academic aspect, tangibility, group size, design 

delivery and assessment while non-academic aspect of the service quality was 

found in less association with overall student‘s satisfaction. 
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Introduction and Background 

Over the years and across the world, some serious concerns have been voiced about the 

quality of educational services in universities. It has been reported that institutes of higher 

learning are not adequately transforming the necessary academic and research experience 

to the graduates (UNISCO, 2014). The top priority of every academic institute is to give 

special attention to provide quality educational services to fulfill the needs of their 

students. The ultimate aim of quality service provision within the universities is to attract, 

retain and equip students with necessary skills for a competitive job market (Abu Hasan 

et al., 2008). Moreover, aim of the quality services is also to win the confidence, trust and 

overall satisfaction of the students (Dib & Alnazer, 2013). Service quality is the 
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subjective evaluation, assessment and judgment of the users regarding the available 

services. The concept of quality is viewed in the context of the perceived quality (Abu 

Hasan et al., 2008). Perceived quality is defined as judgment and over all experiences of 

the users regarding a particular entity (Zammuto, Keaveney, & O‘connor, 1996). 

Additionally, service quality in higher education is considered as a measurement of how 

much higher education institutions fulfill the needs and expectations of their students 

(Govender, Veerasamy & Noel, 2012).  

In any public or private sector institute, users are satisfied when the available services 

fulfill their expectations and very much satisfied when the quality of the services is 

beyond their expectations (Petruzzellis, 2006). Satisfaction is an overall attitude of the 

users towards the service provider. It is an emotional response of a consumer against the 

perceived difference between the anticipated and obtained services in terms of quality 

(Hansemark & Albinsson, 2004). It has been constantly reported that improved quality of 

the available services within educational institutions positively influence students‘ level 

of satisfaction (Arokiasamy & Abdullah, 2012; Alves & Raposo, 2010). Additionally, 

student‘s satisfaction is not only related to academic and non-academic aspects but also 

depends upon overall facilities within the universities (Kara, Kalai & Tanui, 2016).  

Literature Review  

Numerous studies had found positive association between educational service quality and 

student‘s satisfaction (Parasuraman et al., 1985; Firdaus, 2006; Afjal et al., 2010; 

Hishamuddin et al., 2008; Kara, Kalai & Tanui, 2016). More importantly, academic 

aspects such as quality of lectures and its delivery method are proportionally related to 

students‘ satisfaction (Mai, 2005; Manzoor, 2013). Similarly, more the teaching staff 

within an institute was found responsive and consistent; more the students were satisfied 

with their institutes (Navarro, Iglesias & Torres, 2005). A responsive and more effective 

curriculum was found as crucial factor in students‘ satisfaction (Ratcliff, 1992). In 

academic aspect, level of satisfaction of the students rises when they have many options 

to choose subjects in particular curriculum categories (Tessema, Ready & Embaye, 

2011). A well designed course also positively influences students‘ satisfaction if it is 

precise enough to invigorate student‘s understanding on the subjects and concepts being 

studied (Dahlgren et al., 2006). Besides, grading system play a major role in student‘s 

satisfaction. Student‘s trust rises as fairness in the assessment and grading procedures 

increases (Parayitam, Desail & Phelps, 2007). Some supporting facilities like libraries 

and lab facilities have also been found in significant association with students‘ belief and 

trust on his/her educational institution (Abu Hasan et al., 2008).  

Improving service quality in the academic and management spheres is crucial for 

standards evaluation in educational institutions. Non-academic aspect is equally 

important along with academic aspects in students‘ satisfaction. The non-academic 

aspects are related to the duties performed by non-academic staff (Firdaus, 2006). 

Positive attributes of the administrative staff such as professional appearance, dress, 
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readiness and willingness to help students are the important factors to shape students‘ 

attitude towards their educational institutions (Galloway, 1998). Moreover, contact 

personnel and interactive environment are positively influencing students‘ response 

towards institutions. Personal care and individualized attention of the administrative and 

teaching staff towards the students, efficient office management have direct impact on 

students rating their institutions (Sohail & Shaikh, 2004). 

It is pertinent for universities to fashion a positive image regarding the academic 

environment in students‘ mind (Ahmed et al., 2010).  Students assess the standard of 

their academic institution on the basis of its physical features and tangibility aspect as 

well (Abu Hasan et al., 2008). Physical appearance of university building (Sapri, Kaka & 

Finch, 2008), playground, layout, cleanliness and lighting of classrooms are determining 

service quality of the universities (Sohail & Sheikh, 2004). Physical environment also 

includes several other aspects like upgraded classroom, seating arrangement, lighting and 

classroom noise control (Hill, 2010). Another aspect of the service quality is the class 

size. Generally, students prefer smaller class size as it gives them more opportunity to 

interact with one another and their instructor (Peterson et al., 2001). Students‘ level of 

satisfaction goes down when the class size is large in the early cohort especially in their 

compulsory subjects (Coles, 2002).   

Educational service quality in universities is a multidimensional phenomenon which is 

consisted of a numbers of indicators (Firdaus, 2006). Some researchers have revealed that 

academic resources, teaching quality, administrative services and quality of student 

guidance services have been consistently reported as aspects of educational service 

quality (Manzoor, 2013). Generally, service quality encompasses certain attributes which 

include security, consistency, attitude, completeness and condition of facilities (Sasser, 

Olsen, & Wyckoff, 1978).  

Methodology of the Study 

Locale of the Study 

The strength and intensity of association between educational service quality and 

students‘ satisfaction vary across educational institutions. To empirically examine this 

view, this study was planned to explore association between some selected aspects of 

academic service quality and students‘ satisfaction in Hazara University of Pakistan. 

Hazara University is situated on the famous Korakoram highway in the district Mansehra 

of Khyber Pakhtunkhwa, Pakistan. The University was established in 2002 to provide a 

seat of learning for higher education in the hard-to-access northern regions of Pakistan. 

Currently, the university has 36 academic departments in the field of biological, physical, 

health and social sciences with approximately 10 thousands undergraduate and graduate 

level students. It is noted during the past few years that Hazara University has become a 

popular destination for students in general and graduate level students in particular.  
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Therefore, it is essential to know the quality of educational services and its effect on the 

overall students‘ satisfaction within the university. 

Variables and Determinants of the Study  

The selected aspects of the service quality in this study are academics, non-academics, 

design, delivery and assessment; group size and tangibility which were taken as 

independent variables and students‘ satisfaction was selected as dependent variable. 

Moreover, each selected service quality aspect was further evaluated through various 

number of response items. Academic aspect of the service quality for this study is the 

services provided by the teaching staff. Academic aspect was explored through five 

points which include teacher competence in the subject, communication skills, and 

provision of lecture materials, timely feedback and availability of books. Non-academic 

services are the services offered by the administrative staff within the universities. It 

includes sincerity of the staff, accurate record keeping, equality in student treatment and 

knowledge of the system. Group size means the number of students in a particular class 

or number of students in a particular cohort supervised by a specific instructor. This 

aspect was measured with three items such as number of students in a class and the 

perceived effect of large and small class size. Design, delivery and assessment is related 

to the course designed by a particular tutor and the way he/she deliver the lecture. It 

includes structure and design of the curriculum, duration of the course, opportunity for 

class participation, grading system and class duration. Tangibility aspect means the 

physical features and facilities offered to the students by the universities. This was 

explored with the help of five determinants which include laboratory equipments, class 

room size, lighting, playground and availability of clean drinking water. 

Measurement Tools 

Two service quality models -, SERVQUAL developed by Parasuraman et al.,(1985) and 

HEdPERF by Firdaus (2006) - were customised and its relevant aspects were adopted to 

carry out this study. A structured questionnaire with five-point Likert scale, 1 = strongly 

disagree to 5 = strongly agree was designed to collect numerical data. Service quality was 

selected as independent variable which was further fragmented into five sub variables 

such as academic, non-academic, group size, tangibility, design, delivery and assessment. 

Each sub variable was further investigated through various number of response items.  

Students‘ level of satisfaction was taken as dependent variable which was measured with 

the help of a single statement. A total of 191 MS / M.Phil and PhD level students were 

purposively selected from different academic departments of Hazara University 

Mansehra. Data was analyzed through mean and standard deviation test to get cumulative 

values on the selected aspects. Chi-Square test was also conducted to explore association 

among the selected variables and its various response items.  
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Results  

Table 1  Frequencies and Percentages of the Respondent‘s Information (n=191) 

Statistics 
Gender Age  Group 

Educational 

level 

Male Female Total 21-24 25-28 29-32 33-36 Total MS PhD 

Frequency 131 60 191 55 82 47 07 191 165 26 

Percentage 68.6 31.4 100 28.8 42.9 24.6 3.7 100 86.4 13.6 

Table 1 shows frequency and percentage wise distribution of the total numbers, gender, 

age groups and educational level of the study participants. Out of the total 191 

respondents, 68.6% were male and 31.4% were female. The table further indicates that 

majority (i.e.42.9%) of the participants were from 25-28 age group. Moreover, a very 

large number (i.e, 86.4%) of our participants were M.Phil/MS scholars while only13.6% 

participants were enrolled in PhD.  

Table 2 Cumulative Values of Mean and Standard Deviation of Service Quality 

Aspects (N= 191) 

Service quality aspects Mean SD Implication 

Academic aspects 3.55 0.326 Satisfied/agree 

Non-academic aspects 3.37 0.159 Neutral 

Design, delivery and assessment 3.52 0.315 Satisfied/agree 

Group size 3.69 0.334 Satisfied/agree 

Tangibility 3.53 0.601 Satisfied/agree 

Overall satisfaction 3.54 0.399 Satisfied/agree 

Table 2 presents mean and standard deviation values of the study variables. Statistical 

values of every service quality aspect was calculated and presented in a cumulative form. 

Mean value for all service quality aspects was ranged from 1 to 5 and it was decided that 

a mean value of 3.5 or above will depict students‘ satisfaction with a particular dimension 

of service quality. Similar value was also determined for over all students‘ satisfaction. 

An inference was drawn from the statistical estimation (Mean = 3.54, SD = 0.399) that 

our study participants have shown a higher level of satisfaction about the university. 

Similarly, each service quality aspects, with exception to the non-academic aspect, scored 

higher values which indicate that quality of the available services are coming up to the 

expectations of the students. More specifically, group size scored the highest (M = 3.69, 

SD = 0.334) while the second ranked satisfying factor was academic aspect with 

statistical value (Mean = 3.55, SD = 0.326). Likewise, scores of design, delivery and 

assessment (M = 3.52, SD =0.315) and tangibility (M = 3.53, SD = 0.601) denote the 

importance of these factors in the educational service quality.   
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Table 3 Association between Educational Service Quality and Students‘ of Satisfaction 
S. # Service Quality Aspects Overall Satisfaction 

1 Academic aspects Pearson Value P-Value 

 Teachers have competence in the subject 

they teach 

26.628 0.004 

Teacher communication skill is effective 21.654 0.002 

Teachers provide lecture materials  25.392 0.013 

Teachers provide timely feedback on 

research 

24.570 0.001 

Relevant books are available in the library 28.748 0.004 

2 Non-academic aspects   

 Non-academic staff is sincere with the 

students 

27.380 0.005 

They keep accurate record of the students 17.510 0.131 

Administrative staff treat students equally 25.798 0.011 

The staff has good knowledge of the 

system 

42.582 0.000 

3 Group size   

 Numbers of students in class/research 

group is enough 

32.514 0.001 

Large class size effect teaching and 

research quality 

33.178 0.002 

Smaller class size leads to better learning  27.322 0.003 

Table 3 indicates values of the Chi Square test for academic, non-academic and group 

size dimension of the service quality. Academic aspect has five items and the data 

suggest that all the selected determinants are strongly associated with overall students‘ 

satisfaction. The values for every determinants were estimated as teachers competence in 

subjects (Pearson=26.628, P=0.004), teachers communication skill (Pearson=21.654, 

P=0.002), provision of lecture materials (Pearson=25.392, P=0.006), timely feedback 

(Pearson=24.570, P= 0.001) and availability of course related books in the library 

(Pearson=28.748, P=0.004). Non-academic aspect is found in less association with 

students‘ level of satisfaction. The non-academic dimension was measured with four 

determinants and its significance values are less as the staff sincerity with students 

(Pearson=27.380, P= 0.005), accurate record keeping (Pearson=17.510, P=0.131) 

equality in treatment by the administrative staff (Pearson=25.798, P=0.011) and having 

good knowledge of the administrative system (Pearson=42.582, P=0.000). Moreover, 

significant association was found between students‘ satisfaction and all the three selected 

determinants of group size. 
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Table 4 Association between Educational Service Quality and Students‘ Satisfaction 

S. No Service Quality Aspects Overall Satisfaction 

4 Design, delivery and assessment Pearson Value P-Value 

 Curriculums is well structured and designed 14.923 0.246 

The course is taught in a specified duration 21.616 0.005 

Every student gets opportunity to participate 

in the class 

27.270 0.003 

Instructors grading is fair 28.300 0.002 

Class duration is adequate 25.397 0.006 

5 Tangibility  

 Laboratory equipments are available and up 

to the mark 

36.687 0.000 

Classroom space is sufficient  36.039 0.000 

The class rooms has proper lighting 36.112 0.000 

Playground facilities in the campus is 

available 

30.975 0.002 

Drinking water is clean and easily available 19.164 0.085 

Table 4 shows the numerical values of design, delivery, assessment and tangibility aspect 

of educational service quality and its association with overall students‘ satisfaction.  It is 

shown that design, delivery and assessment are significantly associated with overall 

students‘ satisfaction. In the selected items e.g. suitable duration for a course delivery 

(Pearson=21.616, P=0.005) availability of equal opportunity to student participation in 

the class (Pearson =27.270, P=0.003) and class duration (Pearson=25.397, P=0.006) were 

found in association with students‘ satisfaction. Furthermore, tangibility is also found as 

important aspect of the service quality as all the five selected detriments  of tangibility, 

for example, laboratory equipment (Pearson=36.687, P=0.000), classroom space 

(Pearson=36.039, P=0.000), proper lighting (Pearson=36.112, P=0.000), playground 

facilities (Pearson=30.975, P=0.002) were found in significant association with students‘ 

satisfaction. 

Findings and Discussion  

A total of five service quality dimensions (academic, non-academic, design delivery and 

assessment, group size and tangibility) were statistically tested and result was drawn on 

the basis of the estimated statistical values. The study found that all the service quality 

aspects and its selected determinants together have positive and significant effect on 

students‘ satisfaction.  Arokiasamy & Abdullah (2012) and Kara, Kalai & Tanui (2016) 

had also reported similar results in their studies from Malaysia and Kenya universities 

respectively. More specifically, academic aspect and all the included attributes in table 3 

were found in strong association with overall students‘ satisfaction. It was reported that 

sound communication skills, teaching quality, value of the lecture and handouts materials 

enhance student‘s learning and raises students‘ satisfaction. Likewise, responsiveness, 
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effectiveness and timely feedback on students‘ assessment were reported as strong 

predictor of student‘s satisfaction. These results support the study findings of Banwet and 

Data (2003) who probed that the foremost significant aspect of educational service 

quality are related to the academic dimensions including lectures, understanding on the 

subjects, provision of lecture materials and class delivery mechanism. Similarly, non-

academic aspect is an important dimension of the service quality but this study reports a 

less significant association of non-academic aspect with students‘ satisfaction. This could 

be attributed to the fact that students are directly associated with the academic staff and 

mostly rely on the support and responsiveness of the teaching staff. Their interaction with 

the non-academic staff is less frequent as a result of which their response is neutral about 

the non-academic aspect. It is inferred that students‘ satisfaction within the academic 

setting is based on the nearness and interaction to service quality aspect. However, 

Galloway (1998) had reported positive relations between student‘s satisfaction and the 

service quality of non-academic aspects.  

In any institution of higher learning, student teacher ratio is considered as a crucial factor. 

In table 3, class size and number of students in a particular cohort was reported to be 

significantly related with students‘ satisfaction. If teachers have enough numbers of 

students in a particular cohort, then every one of them gets sufficient time for technical 

assistance, guidance and support. Contrary to this, a large number of students under the 

supervision of one supervisor results in lack of individualized attention to the work of 

students which in turn may lead to dissatisfaction among students. Moreover, a smaller 

class size is reported more favorable for learning, better understanding and interaction 

which are also highlighted by Peterson et al.,(2001).  

The study found that design, delivery and assessment are strongly associated with 

students‘ satisfaction. Findings of this study are in congruence with the study of Ratcliff 

(1992) who had reported that curriculum designing, lecture delivery methods enhances 

students‘ trust on their institutions. Besides, fairness in assessment and grading has also 

been found in significant relations with students‘ satisfaction which is also reported in the 

study of Parayitam, Desail & Phelps (2007). Another strategic component is the class 

duration which was strongly attributed to service quality as reasonable class duration 

gives students energy and comfort in their learning process. Equally, tangibility aspect 

such as physical features of the university, playground facility, and lighting of classrooms 

are positively effecting students‘ choice as Price et al.,(2003) has reported in his study. 

This study also supports the previous study and found a positive significance of 

tangibility aspect with overall students‘ satisfaction. Improved physical features, 

infrastructure, playground and sanitation system has a lot to do with student concern on 

the campuses. This study state that all service quality dimensions are significant in 

students‘ satisfaction but it could not be established that all dimensions are equal in 

strength and intensity.  
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Conclusion 

Every educational institution has a unique learning environment and different service 

standards. However some aspects of the service quality are common and universal to all 

educational institutions. The quality of these services could be judged effectively from 

the perspective of the students as they are directly related to the service quality issues in 

different times and places. It is evident from the findings of this study that students‘ 

satisfaction and trust on their institutions is significantly related to the quality of services 

within those institutions. For students, within an academic institution, the most crucial 

factors are quality of teaching, learning and curriculum designing. The non-tangible 

aspects especially communication skills, fairness in the grading, responsiveness and 

consistency on the part of academic staff potentially enhance students‘ satisfaction in the 

universities. Similarly, skills, training, experience and morale of the non-academic staff 

also play a vital role to mark a positive image of the university on students‘ mind albeit 

this study has reported a weak link between students‘ satisfaction and non-academic 

aspects. Moreover, tangibility and good physical features of the university is equally 

important as this provide comfort and easiness to the students. Improved physical 

qualities facilitate the students to work in a comfortable environment to effectively 

pursue their social, intellectual and professional goals. This target can be only achieved if 

these services are delivered with proper standard and care. If any university plans to 

upgrade its rank, the administration must take the responsibility to provide standardized 

facilities to the students. 
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