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ABSTRACT

This study attempts to examine the relationship between service quality dimensions and overall
service quality (tangibility, responsiveness, reliability, assurance and empathy) and students
satisfaction. Data were collected through distributing 185 questionnaires among undergraduate
students in a faculty of business at University of Jordan. The finding of this study showed that
the assurance and the reliability dimensions of service quality are the two most important

dimensions and have significant positive relationship with knowledge sharing.
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CHAPTER ONE

1.0 Introduction to the Study

In today's competitive environment, factors that enable educational institutions to attract
and retain students should be studied seriously as many options are opened to them (Markovic,
2005). Searching new and creative ways to attract, retain and foster stronger relationships with
students are vital for each higher education institutions to have a competitive edge in the future.
Thus, during the last two decades, assurance of quality service in the field of higher education

(HE) received increasing attention both by the researchers and academicians.

Improving the performance of modern organizations or institutions, including universities
is a global concern. In addition, the ability of a community management institutions and
programs should be excellent not only for effectiveness and efficiency, but also for faimess and
innovation, which are very vital characteristics that distinguish a community from other
communities (Robertson, Al-Khatib, Al-Habib, & Lanoue, 2001). In the Middle East, the higher
educational institutions and Arab university facing challenges and serious threats arising from
the factors which have changed and is changing the shape of the service world and created a new
world order based on science and technological development. This trend leaves no room to
hesitate in starting comprehensive programs of development and modernization to ensure the
Arab educational institutions excellent performer through the overcoming of their problems and

weaknesses (Brookes & Becket, 2007).

While there is a consensus on the importance of service quality issue in HE, the
identification and implementation of the right instrument is a challenging task faced by

1



The contents of
the thesis is for
internal user
only



References

Al-Alak, A. (2009). Measuring and Evaluating Business Students Satisfaction Perceptions at
Public and Private Universities in Jordan. Asian Journal of Marketing, 3(2), 33-51.

Aldridge, S., & Rowley, J. (1998). Measuring customer satisfaction in higher education. Quality
Assurance in Education, 6(4), pp. 197-204.

Ary, D., Jacobs, L. C., & Razavieh, A. (2002). Introduction to research in education. Belmont,
CA: Wadsworth.

Babakus, E., & Boller, G. (1992). An empirical assessment of the SERVQUAL scale. Journal of
Business Research, 24(3), pp. 253-268.

Babbie, E. (1998). The Practice of Social Research 8th edition (Wadsworth, Belmont, CA).

Bahia, K., & Nantel, J. (2000). A reliable and valid measurement scale for the perceived service
quality of banks. International Journal of Bank Marketing, pp. 84-91.

Bashshur, M. (2004). Higher education in the Arab States. Lebanon: UNESCO Office Beirut and
Regional Bureau for Education in the Arab States.

Bitner, M.J. (1990), “Evaluating service encounters: the effects of physical surroundings and
employee responses”, Journal of Marketing, Vol. 54, pp. 69-82.

Bitner, M.J. (1993), “Tracking the evolution of the service marketing literature”, Journal of
Retailing, Vol. 69, pp. 61-103.

Brookes, M., & Becket, N. (2007). Quality Management in Higher Education: a review of
international issues and practice. International Journal of Quality and Standards.

61



Boulding, W., Kalra, A, Staelin, R., & Zeithaml, V. (1993). A dynamic process model of service
quality: from expectations to behavioral intentions. Journal of marketing research, pp. 7-27.

Brown, T., Churchill Jr, G., & Peter, J. (1993). Improving the measurement of service quality.
Journal of retailing, 69(1), pp. 127-139.

Browne, B., Kaldenberg, D., Browne, W. and Brown, D. (1998), “Student as customers: factors
affecting satisfaction and assessments of institutional quality”, Journal of Marketing for
Higher Education, 8 (3), pp. 1-14.

Carman, J. (1990). Consumer perceptions of service quality: an assessment of the SERVQUAL
dimensions. Journal of retailing, 66(1), pp. 33-55.

Carrillat, F., Jaramillo, F., & Mulki, J. (2007). The validity of the SERVQUAL and SERVPERF
scales: A meta-analytic view of 17 years of research across five continents. International
Journal of Service Industry Management, 18(5), pp. 472-490.

Cavana R. Y., B. L. Delahaye, and U. Sekaran (2000), “Applied business research : Qualitative
and quantitative methods”. Milton, Qld, Australia; J. Wiley.

Cheng, Y. (1995). School education quality: conceptualization, monitoring, and enhancement.
Quality in Education: Insights from Different Perspectives, Hong Kong Education Research
Association, Hong Kong, pp. 123-147.

Cheng, Y., & Tam, W. (1997). Multi-models of quality in education. Quality Assurance in
Education, 5(1), pp. 22-31.

Clewes, D. (2003). A student-centred conceptual model of service quality in higher education.
Quality in Higher Education, 9(1), pp. 69-85.

Cohen, J. (1988). Statistical power analysis for the behavioral sciences: Lawrence Erlbaum.

62



Crompton, J., & Mackay, K. (1989). Users' perceptions of the relative importance of service
quality dimensions in selected public recreation programs. Leisure Sciences, 11(4), pp. 367-
375.

Cronbach, L. (1946). Response sets and test validity. Educational and psychological
measurement, 6, 475-494,

Cronin Jr, J., Brady, M., & Hult, G. (2000). Assessing the effects of quality, value, and customer
satisfaction on consumer behavioral intentions in service environments. Journal of retailing,
76(2), pp. 193-218.

Cronin Jr, J., & Taylor, S. (1992). Measuring service quality: a reexamination and extension. The
Journal of Marketing, 56(3), pp. 55-68.

Cronin Jr, J., & Taylor, S. (1994). SERVPERF versus SERVQUAL: reconciling performance-
based and perceptions-minus-expectations measurement of service quality. The Journal of
Marketing, pp. 125-131.

Elliott, K., & Shin, D. (2002). Student satisfaction: an alternative approach to assessing this
important concept. Journal of Higher Education Policy and Management, 24(2), pp. 197-
209.

Farrell, A.M., Souchon, A.L. and Durden, G.R. (2001), “Service encounter conceptualization:
employees’ service behaviors and customers’ service quality perceptions”, Journal of
Marketing Management, Vol. 17, pp. 577-593.

Ghobadian, A., Speller, S., & Jones, M. (1994). Service quality concepts and models.
International Journal of Quality, 11(9), pp. 43-66.

Green, D. (1993). “Defining Quality”, Assessment and Evaluation in Higher Education, Vol. 18
(1), pp.9-34.

63



Gronroos, C. (1984). A service quality model and its marketing implications. Journal of the
Academy of Marketing Science, 24 (1), pp. 36 — 44.

Gronroos, C. (1990). Service Management and Marketing: Managing the Moments of Truth in
Service Competition. Lexington, MA: Free Press/Lexington Books.

Guolla, M. (1999), “Assessing the teaching quality to student satisfaction relationship: applied
customer satisfaction research in the classroom”, Journal of Marketing Theory and Practice,
7 (3), pp. 87-97.

Hampton, G. (1993). Gap analysis of college student satisfaction as a measure of professional
service quality. Journal of Professional Services Marketing, 9(1), pp. 115-128.

Harvey, L., & Green, D. (1993). Defining quality. Assessment & Evaluation in Higher
Education, 18(1), pp. 9-34.

Hill, F. (1995). Managing service quality in higher education: the role of the student as primary
consumer. Quality Assurance in Education, 3(3), pp. 10-21.

Hoffman, K.D. & Bateson, J.E. (2001). Essentials of Service Marketing: Concepts, Strategies,
and Cases (p.324). (2nd. Ed.). Australia: South Western Thompson Learning.

Horovitz, J. (1990). How to win customers: using customer service for a competitive edge:
Pitman.

Hurley, R. F. & Estelami, H. (1998). Alternative indexes for monitoring customer perceptions of
service quality: a comparative evaluation in a retail context. Journal of the Academy of
Marketing Science, 26(3), pp. 209 —221.

Johnston, R. (1995). The determinants of service quality: satisfiers and dissatisfiers. International
Journal of Service Industry Management, 6(5), pp. 53-71.

64



Juran, J. M., & Godfrey, A. B. (1999). Juran's Quality Handbook. New York: McGraw- Hill.

Lagrosen, S., Seyyed-Hashemi, R., & Leitner, M. (2004). Examination of the dimensions of
quality in higher education. Quality Assurance in Education, 12(2), pp. 61-69.

Landrum, H., Prybutok, V., Zhang, X., & Peak, D. (2009). Measuring IS System Service Quality
with SERVQUAL: Users' Perceptions of Relative Importance of the Five SERVPERF
Dimensions. Informing Science: International Journal of an Emerging Transdiscipline, 12,
17-35.

Lewis, R., & Booms, B. (1983). The marketing aspects of service quality. Emerging Perspectives
on Services Marketing, pp. 99-107.

Lewis, B. R., Gale, B.T., (1989). Quality in the service sector- A review, International Journal
of Bank Marketing,7(5).

Malhotra, N. K. (1999). Marketing research: An Applied Orientation: New Jersey: Prentice Hall,
Inc.

Markovic, S. (2005). Perceived service quality measurement in tourism higher education: case
study of croatia. Tourism Today Tourism Today.

Marzo-Navarro, M., Pedraja-Iglesias, M., & Rivera-Torres, M. (2005). Measuring customer
satisfaction in summer courses. Quality Assurance in Education, 13(1), pp. 53-65.

Mohamed, A. (2005). Distance higher education in the Arab region: the need for quality
assurance frameworks. Online Journal of Distance Learning Administration, 8(1).

Moore, C. (1987). Outclass the competition with service distinction. Mortgage Banking, 47(11).

65



Oliver, R.L. (1989), “Processing of the satisfaction response in consumption: a suggested
framework and research propositions”, Journal of Consumer Satisfaction, Dissatisfaction,
and Complaining Behaviour, No. 2, pp. 1-16.

Oliver, R. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of marketing research, pp. 460-469.

Oliver, R. (1999). Whence consumer loyalty? The Journal of Marketing, 63, pp. 33-44.

Oliver, R., & DeSarbo, W. (1988). Response determinants in satisfaction judgments. Journal of
Consumer Research, 14(4), pp. 495.

Oppewal, H., & Vriens, M. (2000). Measuring perceived service quality using integrated
conjoint experiments. The Journal of Marketing, pp. 154-169.

Owlia, M., & Aspinwall, E. (1996). A framework for the dimensions of quality in higher
education. Quality Assurance in Education, 4(2), pp. 12-20.

O'Neill, M., & Palmer, A. (2004). Importance-performance analysis: a useful tool for directing
continuous quality improvement in higher education. Quality Assurance in Education, 12(1),
pp- 39-52.

Parasuraman, A., Zeithaml, V., & Berry, L. (1985). A conceptual model of service quality and its
implications for future research. The Journal of Marketing, 49(4), pp. 41-50.

Parasuraman,N., Zeitmal,V.A. and Berry, L.L., (1988), “SERVQUAL : A Multiple-Item Scale
For Measuring Consumer Perceptions Of Service Quality”, Journal of Retailing, Vol 64 No
1, pp 12-40.

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1994a), “Reassessment of expectations as a
comparison standard in measuring service quality: implications for future research”, Journal
of Marketing, Vol. 58, pp. 111-24.

66



Robertson, C., Al-Khatib, J., Al-Habib, M., & Lanoue, D. (2001). Beliefs about work in the
Middle East and the convergence versus divergence of values. Journal of World Business,
36(3), pp. 223-244.

Robinson, S. (1999). Measuring service quality: current thinking and future requirements.
Marketing Intelligence & Planning, pp. 21-32.

Sander, P., Stevenson, K., King, M., & Coates, D. (2000). University Students Expectations of
Teaching. Studies in Higher Education, 25(3), pp. 309-323.

Sekaran, U. (2000. Research Methods for Business (3rd Edition). New York: Hermitage
Publishing Services.

Schwantz, G. (1996). Service quality in higher education: Expectations and perceptions of
traditional and non-traditional students.

Smith, A. M., Lewis, B.R., (1989). cusomer care in financial service organizations, International
Journal of Bank Marketing, 7(5), pp. 13-22.

Sureshchandar, G., Rajendran, C., & Anantharaman, R. (2002). The relationship between service
quality and customer satisfaction-a factor specific approach. Journal of services marketing,
16(4), pp. 363-379.

Teas, R. (1993). Expectations, performance evaluation, and consumers' perceptions of quality.
The Journal of Marketing, pp. 18-34.

Walker Jerry, C., & Beth, A. (1991). Means-end chains: Connecting products with self. Journal
of Business Research, 22(2), pp. 111-118.

Webster, C. (1989). Can consumers be segmented on the basis of their service quality
expectations? Journal of services marketing, 3(2), pp. 35-53.

67



Wiers-Jenssen, J., Stensaker, B., & Gregaard, J. (2002). Student satisfaction: towards an
empirical deconstruction of the concept. Quality in Higher Education, 3(2), pp. 183-195.

Yavas, U., Benkenstein, M. and Stuhldreier, U. (2004), “Relationships between service quality
and behavioural outcomes”, The International Journal of Bank Marketing, 22(2), pp. 144-57.

Yeo, R. (2009). Service quality ideals in a competitive tertiary environment. International
Journal of Educational Research.

Zeithaml, V., Berry, L., & Parasuraman, A. (1991). Understanding customer expectations of
service. Sloan Management Review, 32(3), pp. 42.

Zeithaml, V., Parasuraman, A., & Berry, L. (1990). Delivering quality service: Balancing
customer perceptions and expectations: Free Pr.

Zeithaml, V.A., Bitner, M.J. and Gremler, D.D. (2008), Services Marketing: Integrating
Customer Focus across the Firm, 5th Ed., McGraw-Hill, Boston, MA.

68





