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Abstract

Providing excellent quality service has become a major objective of higher educational
institution. Increasing customer satisfaction may provide instant benefit to higher educational
institutions seeking to attain competitive benefit in the business.Medical Colleges are part of
higher education, so this profession also needs to adapt quality services for better
performance and integrating individual and community health requirements. It is no wonder
that, due to its supposed relationship with expenses, cost-effectiveness, customer satisfaction,
customer preservation and positive communication, service quality is a greatly researched
topic. The central premise of this research is to ascertain Students’ Perceptions of Service
quality In Medical Colleges. The study attempts to corroborate how students perceive service
quality provided in institution. A quantitative survey comprising 49 items was used to know
the perceptions of students of Medical Colleges of Punjab Pakistan about the quality of
services provided by the Institutions. The data was gathered from eight medical colleges
including public and private, 400 students, both male and female students participated in the
survey and their responses were recorded and analyzed using SPSS 21. Descriptive and
inferential analysis techniques were used to determine which of the service quality most
satisfies the students. The findings reveal that students are happy with the leadership and

teaching services but do not enjoy campus life at all.

Keywords:

Service, service quality, medical colleges’ students, students ‘perception, students

‘satisfaction & engagement.



Table of Contents
DEDICATION .ttt ettt ettt e e e e ettt e e e e e s s be et e e e e e e s ambb e eeeeee s e s nn b e e eeeeeesaaannsaeeeeeesesannsneeeeeeesannnns i
ACKNOWLEDGEMENTS ...ttt e e e ettt e e e s e s see e e e e e e e e s anbbe et e e e e e s ambraeeeeeeeaannreaeeaeessanannn ii
FY o1 o - ot PP P TSRV iii
I e} B - o] =T3RS vii
I o) B T YR viii
L@ - T (=] PSS 1
INEFOTUCTION ...ttt b e bbbttt eb e eb e b e e et e bt e bt b et en et eneeneenes 1
1.1. The Statement of the ProbIEm.........cooiiiii e 4
1.2, ODJECHIVES OF TNE STUAY ....eveeieriiriirieieee et 5
1.3, BASIC ASSUMPLIONS.....c.uiitieieiiitieiesiesteete et eteste st et e te s e et e st e s reebestesseessessesssensesseessansessesseessenees 5
1.4, RESEAICH QUESTIONS .....eiiiieieitee ettt ettt ettt e et e e et e e et e eteeeebeeeeabeeebeeetaeessseesnbeeenseeennes 5
1.5. Significance Of the STUAY .......ooueeieie e 6
1.6. Operational EXplanations Of the TerMS ..ot e 6
1.7. Limitations Of the RESEAICH .........ccoiviiiiiiiiiiicicc ettt 7
L0 T o] (-1 o | TSRO 8
LITEIAtUIE REVIEW. ....c.eueiiiieiiieiit ettt ettt n et se s 8
2.1.1. DEFINING @ SBIVICE...eiitiiiieeie ettt te et ste et et e s e e e s ta e saaeeatessbeenteenteesbeenbeeseesseessanns 8
2.1.2. SEIVICES VEISUS GOOUS ......eovireinieiieiieiietesiestestetest ettt et st sttt et ebe sttt e et ebesbe b see s enneneas 9
2.1.3. The CharaCteristiCS Of SEIVICE ........cccoviiriiiriiiieireee et 10
2.1.4. The IMPOrtanCe Of SEIVICE: ...ccviiiiiiecte ettt et e e sbe e s e e sanesane e 12
2.1.5. Higher EQUCALION @S 8 SEIVICE ....ccueeuieiiieeieie sttt ettt ettt 12
2.2. The Construct of Service QUANILY .........coveiie e esane s 13
2.2.1. DEfINING QUAITTY: ...eevieeeeieeeeeteteee ettt 13
F A 1111 00 - U4 SRR 14
2.2.3. Defining Service QUAITY .......cccuivuieieiiiieiece ettt ettt st be b e enns 14
2.2.4. Perceived Service QUAIITY .......c.civiiiiiieeie ettt esee st ete e te et teesbaesbeesraesanesnneens 16
2.2.5. Service Quality in Higher EQUCALION ........ccooeviririeneieieeeereseseeeeee e 17
2.3. EXPectations and PerCEPLIONS........ccuetrirerterieieieieeieeie sttt sttt sre et ebe e nes 18
2.4. Measuring Service QUANITY........occueiieieriieceese ettt s eeens 19
2.4. 0. INEOAUCTION ...ttt sttt sttt 19
2.4.2. Models for Measuring Service QUAlITY ........cccccvevieiieeciecce e re e 19
2.4.3. The Perceived Service Quality MOEL: ..........ooovireniiiieieeeeeeee e 20
2.4.4. The Disconfirmation Paradigm ........c.ccceceecieriieeiere ettt st 21

2.4.5. The SERVQUAL MOUEL.......c.oiiiiiiiiiiiiieieeee ettt 22



2.5. The Relationship between Service Quality and Satisfaction ...........ccccceveveecveviiseeceseceeeeee, 24
2.6. The Antecedent: Service Quality Or SatiSfaCtion..........cccceeciieveevieeiieere e 25
2.7. The Stakeholders of Higher EQUCATION ..........couevieieiririeieieeeeeseseeeeee s 26
2.8. The Student as the Primary Stakeholder ..........ccooovirieieiiiicee e 27
2.9, STUENTS ENQAGEMENT .....iuiiiiitirteietetet ettt sb s bttt et ebe b sae b ena e ens 28
2.10. Existing Approaches to Service Quality Measurement in Higher Education.............cc........... 29
2.11. The Search for a Uniform Measurement Model in Higher Education...........ccccccevvvvveviiiennnnne 30
2.12. Conceptual Framework of the STUAY .........cccvvieieriiieesee e 31
2.12.1. Conceptualization Of QUAITLY .......coerveieiririrterieiee et 31
2.12.2. Conceptualization Of QUAITLY ......c.ccveviiiieiece e 31
2.12.3. The conceptualization 0f CUSTOMEN .....ccuecveiiiiieiece e 32
2.12.4. Conceptualization of SErvice qQUAlITY .......ccccveieeiieiiecece e 34
2.12.5. Conceptualizing student SatiSfaCtion............ccoccererieieririeeeeee e 36
2.12.6. Measuring Student SatiSTaCtiON .......c..coveieiririniieee e 36
2.12.7. The ReSearch IMOGEN ...........covieiriiiiniiiiieecee s 37

L@ -1 (=] U 39
Research MEethOAOIOQY ........cooiiieee ettt sttt ettt et e sre et e s e sneeneenee e 39
3.1, Planning the RESEAICH .......ecuieieeeee ettt ettt st s nee e 40
3.1.1. The purpose Of the FESEAICH ........c.coueieieeeir e 40
3.1.2. Restatement of the research problem ...........ccvoveeeiicecree e 40
3.1.3. RESEAICH ParadigiM........cceeciieieeieereeseesee sttt e e te e te e s te e sre e sraesae e s st e eateenreenteenseenes 40

T o o] - 11 T o SR 42
3.3l SAMPIING ettt bttt b bbbt 42
3.4, SaMPliNG TECANIGUE ....oveieieiieieeteet ettt sttt be st 43
T 1010 [T SRS 44

B ST £ Lo 1 YRS 44
3.7 REHADIIITY ...ttt b e et b et es 45
3.8 PHIOT STUAY ...ttt s b et eb e bttt eaeens 46
3.9. Data COBCTION ...ttt ettt 47
3.10. Conduction of student SatiSFACtION SUMVEY ......cccueeieeiieiieieee e re e 48
BLLLL ENICS ettt bbbttt e e 48
CHAPTER TV ettt b e s bt s he e s ae e st e st e et e et e et e e be e s beesbeesheesaeesaeesaee 50
Data ANAlYSIS @N0d RESUILS ......oueiiiiiiiieise ettt 50
4.1. Descriptive Analysis of STUAENT Data........ccceeeeriiieeierececee e 50
4.2. Descriptive Statistics of the Demographic Characteristics of Sample........ccccoeveeveveiieveienee 50

O I I TSt ] o] [ 0 o U 51



Vi

4.2.2. UNIVEISITY TYPB..uriiieeeeteeteettetestt ettt et e st e s e et et e s te e b e besaaessestessaessesteessensesteesaensesseessensenns 51
4.2.3. Gender difference at UNIVETISITIES .......coevverieiiirireneieeeeeses et 52
4.2.4. CGPA 0of Students aCroSS UNIVETSITIES .......ccveuveueruirierierieieieit ettt et 53
4.2.5. Different students’ level of qUalifiCation ...........ccocvvieieiiiieee e 54
4.2.6. Job worth among PartiCIPANTS ..........ceerereerieirirereseee ettt 54

4.3. University iS the DESt ChOICE ......ocueeeeiieeeec e e e 55
4.3.1. FEE SITUCTUIE ...ttt st e et sr e e e e 55
4.3.2. ACAACIMIC VAIUE ..ottt 56
G T O 1201 o131 ) - SRS 57
B34 AACCESS ...ttt e e s s 58

4.4, UNIVersity the WOISt CROICE........eccieiiicieeieci ettt et s e e st b e s re s e re e 60
B4 1. FEB SITUCTUIE ...ttt sttt s r e e re e e e 60
4.4.2. ACAUCIMIC VAIUE ..ottt ettt b s bese e eneas 60
4.4.4. Discipling, rules and reguIAtioNS..........c.coeieirirereneieeese et 62

4.5. RelabDility ANAIYSIS.....cuiiiiieiieiieiece sttt ettt e st re e et e s re et e sreera e besreennense e 64
O S = Tox (o] AN =1 LS 65
4.7. Pearson Product Moment COrrelation..........cccoueerirerienierieieieeseseeeeeee e e 65
4.8. Analysis of VarianCe (ANOWVA) ...ttt ettt ettt st e et s seeneesaeeneenes 67
4.9, REQIESSION ANAIYSIS......eiviieuieiieiirtesiertet ettt sttt et b ettt et be bbb n e ens 67
CHAPTER V.t ettt s h et s bt a e bt s bt e st e b e sbeeat e bt sbe et e sbeebeentesbesbeentens 70
Findings, Discussion and ReCOMMENUALIONS...........ccccuiereerieerieeieesee e sre et ee e e sre e e e nes 70
5.1 SUMIMAIY ..ttt ettt a e st st e sttt e bt e be e beesbeesheesaeesaeesabeeateeabeenteens 70
5.2 FINAINGS. .ttt b bbbttt ea e bbbt eaeens 71
5.3 CONCIUSTON ..ttt ettt b st b et s e eb e b bt e e st enas 74
5.4 DISCUSSION ....ouviviiiitetirtettste ittt sttt sttt sttt ettt sttt b bbb st n bbbt e b nn e 75
5.5  RECOMMENUALIONS. .....cviieiiiririiieiet ettt s 77
REFEIENCES ...ttt ettt e be e st e s bt e e bt e e s a b e e sabe e e abeeesateesabeeeabeeesaseesareeennreesareean 78
Y oY o T=] oo [ R RRIT 96
2T Y ol @ U 11 Y USSP 98
AN o] 01T e 1 = 2SRRI 101
AN o] 01T e | USRS 104

AN o] 01T e 1T S URUURN 106



List of Tables
Table 3. 1. Showing KMO ... e e s ene e eaeea 0 46
Table 4. 1. Description of DemographiC Age.......c.vveiiriiiiie i 51
Table 4. 2. Students sample Distribution across universities...................c.eeeevnnn....52
Table 4. 3. Gender difference at UNIVErSItIeS..........coevviieiii i e e 0 D2
Table 4. 4. CGPA of students across UNIVEISITIES ...........uveiienirienee e e eieiaennenaas 53
Table 4. 5. Different students’ level of Qualification.....................ccceevienvnen. .54
Table 4. 6. Job worth among PartiCIPantS. ..........evuevii i e e e e e 55
Table 4. 7. FEE SIUCTUI. ... ettt et e e e e e e e e e e e e eens 56

Table 4.8 AcademiCc ValUe. .. .....oooroin i e e e e e .B0
Table 4.9. Campus life. .. ..o e e e DT

Table 4.10.
Table 4.11.
Table 4.12.
Table 4.13.
Table 4.14.
Table 4.15.
Table 4.16.
Table 4.17.

Table 4.18.

Table 4.19.
Table 4.20.

g oo 58
Reputation for Employability: .............coco o158
TR0 SITUCTUNE. .o e ot e e e e e e i .B0

ACAAEMIC VAIUB. .. ...t e e e e e e e e 60
CampPuUS life. ..o 61
Discipline, rules and regulations............ccoiiiiiiiiiii i, 62
Lack of emphasis on quality of education................ccoov i iiiiiiiennnen, 62
Stereotyped and mechanical teaching.............ccoooiiiiiiiiii e, 63
Cronbach's Alpha Value/Internal Consistencies of Variables (N=400)....... 64
Pearson Product Moment Correlation...........c.coviivii i, 66
ANOVA Comparisons of students’ level of qualification from Four

A T2 1o =] 0 =T U ¢ ¥ 4

Table 4.20.

Stepwise Regression Results for Predicting Student Satisfaction.............. 68

vii



List of Figures

Figure 2. 1. The Perceived Service Quality Model.............ccoooii i, 21
Figure 2. 2. The Disconfirmation Model: Walker (1995)..........cooiiiiiiiiininn . 22
Figure 2. 3. The SERVQUAL Model.. 22
Figure 2. 4. Determinants of Percelved Service Quallty .................................... 24
Figure 2. 5. Dynamics of quality management at HEIS................cooiiiiiiiinann e, 33
Figure 2. 6. Conceptual framework of the study.............cooooeiii i 38
Figure 4. 1Description of DemographiC Age:......oue et i e eeeeaeeen 51

Figure 4.2. Students sample Distribution across universities................c.ccoveeunne. 52
Figure 4.3. Gender difference at UNIVErSity........c.ooovi i e 53
Figure 4.4.CGPA of students across UNIVErSItieS. .. ....ouvuuerieriveie e eeiieienenanns 54
Figure 4.5. Different students’ level of Qualification....................ccoooiiin 55
Figure 4.6. Job worth among partiCipants.............ve vt iie e 56
FIgUrE 4.7 Tee StTUCKUIES. .. .. e e e e e e e e e e e 56
Figure 4.8. AcademiC Value ..........cooiiiiiiiiiiiii e e e cie e eaeveneaeeneene e DT
Figure 4.9. Campus life. .. .o e 58
10O O 0 Ao o1 58
Figure 4.11. Reputation for Employability................c.ccooiiiiiiicic e nn0.09
FIQUIe 4.12 88 STIUCTUIE. .. ...ttt e e e e e e e e e e e 60
Figure 4.13 AcademiC VAlIUE. .. .......ie it e e e e e 61
Figure 4.14 Campus life.. P o
Figure 4.15 Discipline, rules and regulatlons P ¥
Figure 4.16 Lack of emphasis on quality of educatlon ..................................... 63

Figure 4.17 Stereotyped and mechanical teaching.................ccoooii i, 64

viii



Chapter 1

Introduction

Competitive pressures facing higher educational institutions are compellingthem to produce
more well-organized processes and focus on student needs. This competitive massiveness for
students and financial resources challenges the capability of colleges and universities to
survive. Furthermore, intensive promotion only seems to provide an institution the customer
orientation required for fascinating new students and uphold its current ones.

For fulfilling the objectives of Higher Education, a seriousindustrial matter of
excellence comes to education as the discipline of educationalmanagement (Shank, Walker &
Thomas, 1995). For attaining mutual objectives within a shared culture, it is actually
considered an exceptional ‘instrument’ as governments, local authorities, specialized
organizations, schools, parents, almost all sections of society are persuaded in one way or
another (HEDC, 2000). However, educational management is pointed out by researches as
considerably different to business, so, to deal withquality in educational practice requires
essentially diverse methods (Doherty, 1994; El-Khawas, 1998; Massy, 2002; Brennan &
Shah, 2004). In the context of higher educational (HE) setting, many researchers
regardphenomenon of quality as a complicated construct from evading uncertainty and

toreach at some consensus (Cheng & Tam, 1997; Harvey & Associates, 2005, 2010).
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