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Abstract
This study aims to evaluate the value parametegglircation services and to develop a frameworkefitiancement
of student’s satisfaction. Focusing on traditiosevice quality dimensions and new concerns, iksaeinvestigate
the changes in expectations due to changing tri@nei$ucation service industry and level of perfonceachieved
with the identification of gap areas.  This papmiiews emerging gaps in service performance ica&tin sector
with the help of primary study. Respondents arectetl on simple random basis from various formats o
management institutes in India. Research instrumvastdesigned with available scales in serviceityustuidies
with some new additions reflecting changed scen8xata analysis reflects the gaps and the impodiam¢nsions
which needs urgent attention.  The paper suggiest®ducational planners should look into the gingrtrends
and allocate their resources in light of importapeeformance analysis. The findings of this study be used by
the practitioners in identification and improvemehservice gap areas to enhance student’s sdimfac
Keywords: Service quality, Customer Satisfaction, ServiegGService Performance

1. INTRODUCTION

Service quality in higher education has startechiggiin recent timesStern and Tseng (1998gported that few
higher institutions have adopted a service quadhifosophy. Earlier research has demonstrated stuatents are
reluctant to complain about poor servicBr¢gnhaug and Arndt, 193Cbut these days students are becoming
increasingly more value conscious. The educationslitutions in India, increasingly find themselvas an
environment that is focused on understanding the and importance of service quality. Relentlessbgl, social,
cultural and economic change is being translate@dycational institutions into a continuous streafntomplex
reforms based on quality. There is a need for atiaptto serve the interests of its stakeholderteiims of greater
responsiveness, responsibility, accountability andreased expectations, the educational systemsbaieg
pressurized to shift their focus from quantitatexgpansion, to an emphasis on quality. The qualftpeyvice
experience becomes an important factor in buyirggstEn Baston, 199h

Higher education quality assurance systems plagghasis on the student experience as one of theimpsttant
assessment criterighl{en and Davis, 1991; Ramsden, 199In response to growing concerns from stakehslder
about poor or inconsistent quality, institutions lofher education are increasingly realizing thgnéicance of
students centered philosophies and thereby, se&kiyg to improve and provide better students’ servstudents’
service could be viewed as a philosophy of managémermeating throughout the institutions with tien of
satisfying the students through the quality of Emw. Educational institutions have begun to reali® importance
of this philosophy, which is shown by an increastogcern among academics about the dissatisfacfistudents
regarding the quality of education and overall ngamaent of educational institutions. The educatiditatature
suggests that there is mounting pressure from tthgests, parents, employers and even faculty mesnberclose
the widening gap between their expectations ofitutginal performance and the actual performari@egbam,
19949.

Quality in higher education exhibits all the class$ifeatures of services: it is intangible and tegeneous, meets the
criterion of inseparability by being produced amshgumed at the same time, satisfies the perishabilierion and
assumes the students participation in the delipeogess Cuthbert 1996r Quality in services, with impact on
students’ psychology and resultant behavior, eidibin terms of a positive attitude towards higkducation
services, has led to the conclusion that the quaithe single most important factor for long—tesmccess and
survival and the educational institutes have betumealize the significance of a qualitative orain and
commensurate to this, there have been attemptewtmg better services to the students.
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This research investigation aims to analyze sergigality among a sample of management graduaterstsidn
India. Starting with the theoretical backgrounds traper outlines the results of the study conduatethe students
as primary customers to obtain a perspective oricgequality of select management institutions tedain Northern
India. Based on the literature review, followedayilot study, the various students’ requiremengsenidentified.
The management educational services quality model applied to identify the gap and determine thellef
service quality in management institutes. Confiiagafactor analysis is done to identify the setrohimum quality
components that meet the requirements of the stsidenimportant customers and factor analysis iopeed to
identify the major contributors to student’s satitfon. A better understanding of how these studdrdm
impressions of quality can provide valuable infotimrato educational management for designing serdielivery
systems that enhance their satisfaction lesel(nour, 1992

2. LITERATURE REVIEW

The conceptualization of service quality has ardusensiderable interest and debate in the resdiecature in
recent time Parasuramast al., 1985; Dotchin & Oakland, 1994; Gaster, 1995; Asubngal., 1996. A definition
of ‘service quality’ is person dependent and hdfeint meaning for different people. Most defioits of service
quality are customer- centere@dlloway & Wearn, 1993 with customer satisfaction being seen as funstiof
perceived quality Anderson & Sullivan, 1993 or perceived quality being a function of custonsatisfaction
(Parasuraman et., 1988. Thus, the commonly accepted orientation defs@sice quality as the extent to which a
service meets customers’ needs or expectationsi¢ & Mitchell, 1990; Dotchin & Oakland, 1994; Asontenget
al., 1999. Service quality, as perceived by customers, liresa comparison of what they feel the servicaighbe
(expectation, E) with their judgment of the sersgitkey received (perception, Basser & Arbeit, 1978; Gronroos,
1984; Parasuraman at, 1985; Zeithaml eél., 19859. It is defined as the difference between custoexpectations
of service and perceived service. If expectatiamsgreater than performance, then perceived quialitgss than
satisfactory and hence customer dissatisfactionrsq@arasuraman et., 1985; Lewis & Mitchell, 1991

2.1 Measuring Service Quality

To achieve quality as perceived by the customeragiive organizational commitment is requir&krry (1995)
suggests that service plays an important role aeaing value, and can positively influence a fgraliccess. From
a customer perspective, a provider’s service cdmtoeoffset potential burdens, like having to ptayigh price etc.
As a result, understanding and measuring custompectations and performance are therefore an éakent
component that can be used to enhance organizaservice provision.

In analyzing service from the customer’s perspectresearch biarasuramaest.al (1988)yielded a useful concept
of ten potentially overlapping dimensions. Whenaleging their framework further, extensive statiatianalysis
revealed significant correlations between certamedisions depicted in the original concept, and thd to the
regrouping of the original ten items into five sefgent dimensions(tangibles, reliability’ respopsi@ss, assurance
and empathy) and was labeled as the SERVQUAL g¢aeasuramaet.al 1989. The instrument represents a
multi-item scale that since its development hasnbesdely used for measuring consumer expectationd a
perceptions of service quality. It consists of 2Pgblel expectation (E) and perception (P) statémen eight service
quality dimensions. In order to obtain view for #tatement, consumers are required to select ansgmn 7 point
Likert scales that range from strongly disagresttongly agree. This then allows for the differesceres for each
dimension has been calculated. The difference €P€g represents the measure of service quality {@jere Q is
negative a service gap exists. However, Q is pasitiustomer expectations are being exceeded.

In the present research an instrument was desigiéch provides the measurement of the relative mgpaee
associated with each dimension on management éduocAffter the mean for each dimension has beecutatied,
the relative importance score and weighted avesagee was calculated for each dimension. The imstnt was
developed with the intention that it could be apglin measuring the quality of services of managereducation in
the broad framework of research investigations.
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2.2 Service Quality in Higher Education

Service quality in higher education is a relatianaept, with respect to the stakeholders in higitkrcation and
circumstances in which it is involved. In other @®r quality means different things to different pleoas well as
person may adopt different conceptualizations #¢m@int momentsAafiropouloset al.2005. However, Sahneyet

al. 2009 highlighted that definitions of quality in eduiat follow the general definitions of qualityThe
applicability of service quality in the educatiorséctor attracted the interest of many theoristd @@searcher
(Edwell, 1993; Sherr & Lozier, 1991; Tribus, 1994righam, 1993 Educational institutions are perceived as
organizations designed to transform teaching, culwim, organizational and management educationegess in a
way which serves students interests for their cai®@bstantial interest in service quality in maragnt education
has begun to emerg8dllis, 1993, and this interest has been focused primariljigher education instituteSate,
19900; Cope & Sherr, 1991; Masters & Leiker, 1993aunders & Walker, 1991; Sutcliffe & Polock, 1992n
Vught & Westerheijden, 1992; Winter,1997As with other services, the concept of qualityew applied to higher
education has been inclusive/i(liams, 1990; Staropli, 1992; Liaison committeé records’ conferences, 1993;
Cheng & Tam, 1997service quality in higher education has beenndefivariedly as, excellence in education
(Peters & Waterman, 1982value in additioriteigenbaum,1991 fithness for purposeReynolds,1986; Brennagt
al.,1992; Tang & Zairi,1998 fitness of educational outcome and experienceuse (uran & Gryna,1998
conformance of education output to planned goalscifications and requirementSi{more, 1974; Crosby, 1979
defect avoidance in education processotby, 1979 and meeting or exceeding customer’s expectatimns
education Parasuramast al. 1989.

Quality initiatives have been the subject of enausmamount of practitioner and academic discounse,various
levels have found a gateway into higher educatiordfjeva & Wilson, 2003. Many academic institutions have
implemented such policies in response to a redudticstudent funding, complaints by employers aatepts, as
well as the pioneering success of such drivers amynrcorporate businessédsafji and Tambi, 1999 However,
since the early to mid 1990s a stream of work hgeoeed aspects of service quality relating to téaching and
learning factors, and the environmental attribubeBuencing higher educationH@rrop & Douglas, 1996;
Narasimhan, 1997; and Shaekal. 1995, with the majority of such investigations usirtgdents’ evaluations to
assess qualityRowley, 1997; Aldridge & Rowley, 19981t may be concluded that service quality in feigh
education is a multiple concept with varying cortcepzations and this poses problems in formulatingingle,
comprehensive definition. It concludes within itakit the quality of inputs in the form of studerfisgulty, support
staff and infrastructure; the quality of processeshe form of learning and teaching activity; atié quality of
outputs in the form of the enlightened students thave out of the system. In fact, it is all pertivgg covering the
different aspects of academic life.

2.3 Gap analysis in Higher Education

Gap analysis is not new in higher educational cantend a number of studies have been influencethéywvork of
Parasuramast al., 1985. For example,ong et al. (1999)used ‘gap analysis’ to develop a number of question
order to compare what students ‘look for' (expeaty what they ‘experience’ on a courSanderet al (2000)
meanwhile examined undergraduates’ expectationgpegfdrences in teaching, learning and assessimeBty &
Comm (2003)also developed a number of measures to evaluadierst expectations and perceptions, concerning
their faculty members, on a sample of undergradsiatgent. Using a wide range of scalempley (2001formed a
number of question statements relating to respensiss/caring, records/paperwork, university sesyice
accessibility/safety, knowledge/scheduling, fagtequipment, and public relations to measure &gtiens and
perceptions among the doctoral students in sixarsities.

3. RESEARCH DESIGN

The major goal of this study is to identify key tiars affecting student’s satisfaction with servigelity of higher
education institutions offering management educaiioindia. Respondents were selected on simpléoranbasis
from various formats of management institutions wizversity department, institutes affiliated toiwersities,
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government recognized autonomous institutes andieriinstitutes to cover all aspects of servicdityprevalent.

Primary data was collected using structured questoe from various cities in north India. Persd®atvey method
was used for collection of data and responses froth first year as well as second year student® waptured.
Total number of respondents approached was 600rédp®nses received were 434 (72%) and the queatienin

the usable form was 412 (69%). So the effectiveparsize of the study was 412. For collection dahdamost care
was taken. It was clarified that the data colletimfor academic purposes only and not for anyraencial purpose
so that the respondents could feel free in statieg true opinions. While approaching respondémigas ensured
that the time of data collection was convenierthiem and it did not interfere with their normal sdhle. Though a
blank space for giving name was included in thesjaenaire, respondents were told that giving naras optional.
This was done to emphasize the point that individugentity did not matter in the study, what vi@portant was to
obtain their true and honest responses.

Customers judge actually quality according to tlegijpectationsGhobadiaret al., 1994; Dotchin &Oakland, 1994:
Kandampully, 1997; Ferguesehal., 1999,Leeet al., 2000; Walter & Germunden, 2000he ultimate measure of
quality is whether or not the product or servieed up to the expectations of customers. The mitiyused and
tested service quality instrument ‘SERVQUAL’ basedthe service quality ‘gap modePérasuramast al., 1988,
1991, 1993, 1994 which defines service quality as a function apdetween customers’ expectations of a service
and their perceptions of the actual service dejiy®r organization. In brief, SERVQUAL is recognized a tried
and tested instrument that has been successfufiijedpin many different service contextBuftle, 199¢. Its
strengths more than outweigh any deficiencies, thedresults can be presented in a format usefutdigeting
specific service improvement®(\eill & Palmer, 200). Over recent years the higher education sectetleaome
more quality conscious, which has been fuelledrzydasing competition, a reduction in state fundargl greater
consumer demand$@rd et al., 1999; Kanji & Tambi, 199P In response, a growing number of institutionsl an
academics have grappled with such quality issudshame undertaken research with the aim of addrgssime of
the key concernd_éu, 2003; Oldfield & Baron, 2000In the present study also researchers have SERYQUAL
scale with some modifications. In the present stugght dimensions which composed distinct comptnef
perceived service quality have been taken as faet@mrmining the quality of management educatiomtt@se eight
factors, 43 items were taken into consideratiore Tieédiability of each factor dimension were checked founda
value above .60 and thus the instrument has begnyhieliable and used for further process. Iteraggining to
service quality assessment were measured on an7lpkeért scale (1 = strongly disagree to 7 = stjlgragree). The
instrument used to investigate the research questi@s tested for its validity and reliability inder to assess the
goodness of use. The designed questionnaire wat® mantent validity (Face), construct validity (e@rgent and
discriminant) and cross validity. As the variablegler different dimensions are developed with tbl lof pertinent
secondary and primary sources, it is implied thatquestionnaire is appropriate for the task atlfeand thus passes
the test of face validity. The attributes have highrelation with the related constructs (loadingkcess of 0.5) and
low correlation with unrelated construct (loadingsd than 0.4) and thus the questionnaire passetesheof
convergent and discriminant validity. AccordingKbtine (1986), croanbach coefficient alpha is thesmefficient
measure of reliability and should always be comguaad it should always be greater than 0.7 whanstare
selected for test. So croanbach alpha reliabilitglygsis was conducted for the items included inghely. The
internal consistency — croanbach alpha value flalitity of the questionnaire was found to be A.83ll items
were well above the 0.70 which was the commonlepted thresholds. All individual scale items haatistically
significant (at p<0.05 level) item-to-total corriébens. Hence, all items are deemed reliable.

The data obtained were executed with factor aralysing principle component analysis utilizing Vieaix rotation
method with Kaiser Normalization in order to redtice information in many variables into a set ofgheed linear
combinations of those variables. Factor analydligduein identifying the latent variables, which weontributing to
the common variance in a set of measured variallaisar — Meyer — Olkin measure of sampling adeguaas
used to examine the appropriateness of factor sisalgince KMO value was greater than 5 it has lieeided to
use factor analysis. Berlett’s test of sphereciggwised to test the hypothesis that the variahitbseach dimension
are uncorrelated in the population. A large valfithe test statistic favored the rejection of futpothesis and thus
it supported the use of factor analysis for datalyais.
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4. DATA ANALYSIS AND FINDINGS

Exploratory factor analysis (EFA) was performeddaa obtained to examine the underlying (or latexigtionships
between the variables contributing to student'ssfadtion. The various steps followed in conductiagtor analysis
are extraction of the initial factors, rotation daterminal solution and selection of the numbefaators Tests
like Kaiser-Meyer-Olkin(KMO) andBartlett's test of spherecity test&re conducted tustify the appropriateness
of EFA.

Table 1 shows two tests that indicate the suitgloli your data for structure detection. Kaiser-dMe@lkin Measure
of Sampling Adequacy indicated that the proportibuariance in the variables might have been cabgethderlying
factors. KMO value obtained is 0.839, which is al@sto 1.0, indicates that factor analysis is appate with data
obtained. Bartlett's test of spherecity tests wseluo test the hypothesis that correlation méagran identity matrix,
which would indicate that our variables are unedaand therefore unsuitable for structure detectamce the value
obtained is less than 0.05 of the significancell@vandicates that a factor analysis can be usitd our data.

Table 1-KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling 834
Adequacy. T
Bartlett's Test of Approx. Chi-Square 3.428E]
Spherecity df 903

Sig. .00d

Initial communalities were calculated for corredatianalyses i.e. to find out the proportion of aade accounted for
in each variable by the rest of the variables. &tton communalities were calculated to estimate/tiriance in each
variable accounted for by the factors in the factolution. The communalities ranged from 0.610 t@5@
suggesting that the variance of the original valwes fairly explained by the common factors.

Using Varimax rotation, the results of the factaabysis suggested a 10-factor solution and expthimere than
68% of the variance in the data with eigenvaluesatgr than 1Table 2presents the final rotated factors and the
management institute selection indicators of eaatolr as well as the statistical data relatingaohefactor and
indicator. The results of the factor analysis pratia clean factor structure with relatively higladings for the
factors. Most variables loaded heavily on one faatal this reflected that there was minimal ovedamwng factors
and that all factors were independently structufdte higher loadings signaled the correlationshef variables
with the factors on which they were loaded.

Table 2- Rotated Factor Output

S.N Service Quality Factors in Higher Educational Insttutions offering Factor loading E Variance

Mananamant Ediicatine \/ahia avnlainad

1 |Career Prospects and Employability

Students experiences refinement in knowledge/ sald entrepreneurial spiri 0.662 4.113 10.565
Institute arranges for campus placement 0.698
Employability improves after completion of managerheourse 0.547
There is academic value addition after completiormanagement course 0.553

2 |ntellectual Ability
Institute have sufficient faculty and support staff 0.755 9.124

|Institute have experienced faculty 0.748
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Faculty members have theoretical knowledge andusdequalification 0.705 3.493
Faculties have up-to-date academic knowledge 0.503
3 |institute Industry Interface
Institute invites industry experts to deliver laetsi 0.696 2.904 7.748
|Institute facilitates students to work on indugtpiejects 0.706
|Institute provides industrial exposure on reguksi® 0.520
Institute establish industry institute partnerstefi 0.552
4 |Reliability
Institute delivers promised service on time 0.712 2.724 7.338
|Institute has ability to solve trouble & complaimfsstudents 0.693
Institute perform the services right the first time 0.631
5 Tangibles
Institute has all required equipments 0.656 2.534 6.892

Institute has good support services like librargmputer lab, career counseling

Institute has all required software support sergice

6 Managerial Skill Development

Institute facilitates short term on the job traiito students 0.616 2.29( 6.327
Institute encourages teamwork 0.503
Institute encourages coordination and communicaskii among students 0.590

7 lcompetency Development

Probability of getting pre-placement offer in theganization internship is 0.651
2.104 5.903

Practical experience, expertise and exposure gamsijnificant with this cours 0.691

8 Entrepreneurial Skill Development

Course/syllabus inculcates entrepreneurial spiribag students 0.614

1.50¢ 4.509

Faculty tries to implant entrepreneurial seed indgnts 0.549

9 |content Updation

Institute updates syllabus from time to time ‘ 0.707 | 1 33J 3.00¢
10 Empathy
This institute takes sincere interest in solving throblems of students‘ 0.775 | 132J 3.08(

As it can seen from table 2, there are ten maitofachat students consider of high priority whilelecting a
management institute in India. Career Prospects Emgloyability and Intellectual Ability were the b
important factors showing that the placement withdence is a more prerequisite factor in the mamage
institutions than the other factors. Also, theiiiugé industry interface which contributes sigréiintly in improving
employability of students seems to a major reashitevcomparing to management institutes, as inditdty the
respondents. Reliability also plays an importarderrim differentiation. With the intense competitiemtering
into education services, good infrastructure inglgdthe high-speed internet services is playingvatpl role.
The relevance of course structure in terms of mamalgskill development, competency building andiding
entrepreneurial skills also contributes in creatiifferentiation among tier 1 and tier 2 institut&udents also want
continuous updation in course content to suit trectcal demand of corporate life and wheneverdhisrany
grievance or suggestions institute should welconant Fig. 1 demonstrates the main institute selection factors
model for prioritizing and selecting the appropeiatanagement institute in India.
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The score of importance and perception on eaclteaguality factor have been measured by the meae of
service quality variables in each service qualitstda The mean of importance and perception are also
measured in order to exhibit the level of expectatind perception on each service quality factorsngntioe
students. The ‘t’ test has been administered todincthe significant difference among the importanoeg a
perception on service quality factors among the siisd&@ he results are given in Table 3.

Table 3:Mean of Importance and Perception on Factors anttomtudents

S.No. | Factors Mean of GAP SCORE T-Statistics
Importance Perception

1. Tangibility 6.159398 4.554887 1.604511 2.2382%

2. Reliability 5.840461 4.618045 1.222416 2.11414

3. Competence 6.147368 5.160902 0.986466 3.108%*

4, Industry Institute Interaction 6.154135 4.288221 1.865914 3.0122*

5. Course structure 6.340852 5.030075 1.310777 1.2708

0. Internship Output 6.097744 4.656642 1.441102 2.1364*

7. Inculcation of Entrepreneurial Spirit 6.108271 4895 1.550376 1.9111*

8. Employability 6.320301 4.972932 1.347369 2.02317%

*Significant at five per cent level

The highly viewed service quality factors to sethetbusiness schools among the studentarsecstructurand
employability since their mean scores a#e340852and 6.320301respectively whereas the lesser viewed
factors areeliability andinternship outpusince their mean scores &.84046hnd6.097744respectively. The
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highly perceived service quality factors amongstuelents areompetencendcourse structursince their mean
score ar&.160902and5.030075respectively. The score on perception on eachaenuality factors in all the
cases is lesser than its score on importance givemaamfactor. The significant mean difference amdreg t
importance given and perception on the serviceitguaktors is identified in all service quality facs at five
percent significance level. The gap between expentaand perceptions is presented in figure 1

Tangibility
Employabhility g — Reliability
* : .
u 4
g B AN | _
'y 2 \
[ R\ TR == |mportance
Inculcation of .—4—l e -9 Competence
oA Ve, [ —fli—Performance
Internship .. : :
Course...

Fig 1: Gap Score

6. Conclusion

The service quality of educational institutionsides the kind and volume of students opting folmtrecent times
there were evidences that various educationaltitet have to close its operations due to non abiditly of
students either because of lack of interest in tfpprogramme they offer or service quality issuHsere are ten
main factors that students consider while makinghaice for educational service provider out of ih@areer
prospects and employability with intellectual dilplays the most important role. The service psscand its
various components like reliability, empathy anddibles plays a important role in differentiatiohservice
quality but the major choice enabler has becomeetié outcome i.e. the placement which student vecei
after completion of such programme. One interesfinding of this study indicates that students algant
educational service provider to inculcate entreptgial skills in them. Emphasis has been laid in
development of competency and managerial skill tigpreent so that recipient of education should beeom
more competent in facing complex business problams challenges. Present era student has become more
value conscious and want the optimum output foretithey invest in pursuing the degree or diploma
programme. Findings of this study indicate shaepiations in performance from expectation on vasiou
service quality dimensions. Educational practitieand administrators must pay attention to sushéds and
come up with a strategy for holistic developmenstfdents to empower them for bright future prospec

7. Implications for Education Administrators

It is obvious that there is a perceptual problerthwstudents when sample indicates poor performance o
service quality factors across important service gualimensions. It is alarming that most of the
expectations were unmet and educational administratould realize the relative importance given ley th
students before they allocate their efforts and d$undeducational planners should follow
importance-performance matrix for resource allocatmmeap better benefit on their invested effofts.
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important/perception instrument to measure service tyualieducation can be used to track performance
over a period of time, as well as a current diagmdsol. Such instruments may prove to be useiul i
identifying possible areas of concern before thegoime problems that could lead to dissatisfactior ©u
increasing completion from global education sengoeviders andnushrooming growth of business school
within country service quality problems may cretite survival problems to the existing institutioffsthe
administrators understand the real situation ardlyeo cope with their customers’ expectation toaty
they can survive and succeed.

8. Suggestions for Future Research

The increasing parity in fee structure and durattbrarious management programmes, future studiasbe
conducted to identify the impact of demographiciatales on choice of educational service providérs.
comparative study on gender basis, income levasbascupation basis etc may be conducted to kriew t
differences between various segments towards eiducsdrvice quality. Another area for future resbamay
be the linking of internal customer satisfactiornthwexternal customer satisfaction in educationavises.
The perception of faculty, students, parents angleyers can be contrasted and a new scale canvetoged
for measuring education service quality by comkgnimputs from various stakeholders. Such studieg bea
conducted in other types of institutions also likedical colleges, engineering colleges, commerdegss etc
since the expectations various with the type ofrsewand its outcome.
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