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Abstract

This study examined internet service quality asdeiffects on customers’ satisfaction in Universifyllorin,
Nigeria. The objective of this study was to find the awareness, technical difficulty and perceptbinternet
users in the university. Questionnaire was the magirument used to gather relevant data. Dat& wellected
from respondents from ten faculties, including G@ademic staff, 40 non-academic staff and 100 stsden
making a total of 200. Four research questions faraulated for the study and percentage was usetdlyze
the data. The results from the research indicdtat 1.6% of the academic staff, 95% of non- acadetaff
and 75.5% of students testified to the fact th&trimet services were available in the university3%a of the
academic staff, 60% on non-academic staff and 8%7%itudents also stated that inadequate or ircserfi
bandwidth and poor electricity were part of thellghmes that hinders the effective usage of intefBased on
the problems encountered, 58.3% of academic &2a5% of non- academic staff and 65% of studente wet
satisfied with the internet service quality theyoged.65% of academic staff, 60% of non- acaderatf snd
50% of students reacted positively to the fact tit quality of its service delivery would be gehtif
improved.Based on the findings of the study, it wesommended amongst others, that the universidyldh
improve on the quality of their interaction withetlcustomers to alleviate their apprehensions abwre
bandwidth, internet training and constant eledfrictThese will allow for satisfaction and retentiohcustomers
and optimize their limited resources.
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INTRODUCTION
Background of the Study

Information and Communication TechnologgT) refers to technologies people use to shardyitulie,
and gather information and to communicate througmputers and computer networks (ESCAP, 2000).
Onasanya (2009) defines ICT as computer based tms®d by people to work with the information and
communication processing needs of an organizattoencompasses the computer hardware and software,
network and several other devices. ICTs can beribestas a complex varied set of goods, applicatiamd
services used for producing, distributing, proaegstransforming information- (including) telecontslevision
and radio broadcasting, hardware and software, atangervices and electronic media (Marcelle, 2000)'s
represent a cluster of associated technologiesetbfby their functional usage in information access
communication, of which one embodiment is the imdér

Hargittai (1999) defines the Internet technicalig dunctionally as follows: the Internet is a wavide
network of computers, but sociologically it is alsoportant to consider it as a network of peoplengis
computers that make vast amounts of informationilava. Ogunlade (2008) asserted that Information
communication technology provides an avenue fopfeeof the developing nations of the worlds to eede
or increase their developmental growth. She aldmn#is that a society that doesn’t have adequaibtifes for
gathering information is living in ignorance. Thadrnet is a network of the interlinked computetwaeking
worldwide, which is accessible to the general publihese interconnected computers work by transmittata
through a special type of packet switching whickniewn as the internet protocol.

In the research carried out by Sunran (2008) on ilmabternet service quality and customer
satisfaction in Korean students attending univieisin the republic, she found out that threelaitas, ubiquity,
reachability and instant connectivity were found Have effects on mobile internet service qualityscA
Ogunlade and Olafare (2011) carried out a researclkadvantages of Internet and Intranet for knowdedg
creation among lecturers and students in universitylorin, they observed that in order for the eefive
utilization of internet, staff should have easymection and the students should have access toétteervice.
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This study sought to assess the level of intereetice quality and customer satisfaction based on
awareness, technical difficulty and perception athbstaff and students toward the use of inteimestuich areas
as on- accessibility by students’, lack of insuéfi¢ systems in the schools e-library, poor corimiggtand lack
or poor electricity supply etc.

Purpose of the Study

The main purpose of this study was to assess gttesarvice quality and customers’ satisfaction in
University of llorin, Nigeria based on awarenesghnical difficulty and perception. Specificallhet study
sought to find out:

1. The availability of internet services in universifyllorin.

2. Staff and Students’ satisfaction with internet smr\quality on campus

3. The problems encountered in the use of internettbgents and staff.

4. |If there is any positive relationship between intdrquality service and customers’ satisfaction.
Research Questions

In order to evaluate internet service quality andtemers' satisfaction, answers were sought to the

following questions:
1. Are internet services available in university afrih?
2. Are staff and students of the university satisfigth the quality of internet service they enjoy?
3. Are there problems encountered in the use of ietdmg students and staff?
4. Is there any positive relationship between intetpetlity service and customers’ satisfaction?

REVIEW OF RELATED LITERATURE
The Internet as an Overview in Educational System

According to Onasanya (2009), Informatioxd @ommunication technologies offer several opputiees in
education. They can be used as a means of preghargrrent generation of students for future \ptake that
is, providing tools for tomorrow’s practices. Todagtudents live in a global knowledge- based au they
deserve teachers whose practice embraces the Hagstethnology can bring to learning. Also, Ogdela
(2010), submitted that through the use of ICT, l#wturers’ role are now changing, they surf therinét for
various data that can be used to contract resélaathvill improve the lot of higher education artther relevant
areas such as, promoting better quality reseaata processing, text searching for update andaglaik of
research.

Wattal, Yili, Mandviwalla and Jain (201 3ubmitted that many technologies and servicespaninternet
access allow customers to connect to the Inter@ensumer use first became popular through dial-up
connections in the 20th century. By the 21st centmost products were marketed using the term liraad
According to Hatem, (2011) Internet access has grisem 10 million in 1993 to almost 40 million iM25 and
670 million in 2002. It is estimated that the Imet now has 1.97 billion users. Despite this treshoeis growth,
Internet access has not been distributed equathyghout the world.

According to McCollum (2011), whether someone heseas to the Internet can depend greatly on
financial status, geographical location as welgj@gernment policy. Access to computers is the rdostinant
factor in determining Internet access. The UnitéateS has invested billions of dollars in effodsbreach the
digital divide and grant Internet access to morepein low-income areas of the United States.00% The
National Center for Education Statistics report8eDf classroom computers had Internet accessthemd was
about one computer available per every five stiglefite Internet has proved to be a spawning gréond
large and growing number of e-businesses (includmgsidiaries of traditional brick-and-mortar comigs)
that carry out most of their sales and serviceg t¢ive Internet. Many experts believe that the mmaerwill
dramatically transform business as well as soc{&wycyclopedia Britannica Library)

The gap between people with Internet access arsk thithout it is one of the many aspects of digitiaide.
Digital divide refers to “the gap between peoplehweffective access to information and communicegio
technology (ICT), and those with very limited or aocess to ICT”. ICT consists of “televisions, p#enes,
videos and computers”, (Wattal, Yili Mandviwallaid, 2011).

The Benefits of Internet Usage in Education

According to Ogunlade and Olafare (2011), the irgeis a global network of computers that connects
independent networks containing information of &mgd that can be assessed and retrieved by al§ adleover
the world. Learning can be provided and teachinglimdone through internet services like the edaatrmail
(email), telnet, File Transfer Protocol (FTP), Gaptvideo conferences and the World Wide Web. Teach
have the chance to be able to teach at more tharplage simultaneously. They may be in a small tbwh
through the Internet, they can be linked to stuslant more populated areas. Also, the Internet @sabl
administrators and teachers to spend less timedoningstration and recordkeeping thereby giving thewore
time to spend with their students.
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Assessment of Internet Service Quality and Customsr Satisfaction Measurement

Assessment can be described according to Al Ras the process of passing judgment on thevalu
or worth of an object, a person, an event, a tbingndertaking. Beyond this conception, howeveesssent is
a goal-oriented component of all decision —makintivdies and it involves the collection of and &sés of
relevant data so as to be able to make adjustrerards pre-determined goals. Thus, assessmenteshét
service quality theory and customers’ satisfactfoa process of determining the extent to whichabgectives
based on the uses of internet are achieved. ThetiEness of assessment is the assurance thatidhétative
value obtained from assessing the internet is ateur

Quantitative value from the data gathered on #sessment can provide accurate measurement of a
particular phenomenon being assessed. Serviceyghabk been defined as a global judgment or adtitethating
to the superiority of a given service (Parasurardaithami, & Berry, 1988 Zhilin, Robin, Peterson,Shaohan
2003) submitted that in the recent years, a nurabegsearchers have attempted to identify the dlattabutes
that have contributed significantly to consumersvice quality assessment. Ogunlade (2008) alsertasisthat
Information communication technology provides aeraye for people of the developing nations of theldvto
accelerate or increase their developmental grotie also opined that a society that doesn’'t haeejate
facilities for gathering information is living irghorance.

RESEARCH METHODOLOGY
Research Design

This study employed a descriptive survey methods Thethod was used to allow the researchers a
vivid description of the internet service qualityda
customer s’ satisfaction in University of llorin.
Sample and Sampling Technique

The population of this study cannot be fully covereence, the need for sample. Purposive sampling
technigue was used to collect data from a sampB90fpeople from the population that use intereetises in
university of llorin. The researchers made effadsapproach the academic staff, non academic siadf
students from the faculties in the universitytfoe purpose of obtaining prompt responses.
Research Instrument

A well structured researchers-designed questioenaias used to collect data. The items in the
questionnaire required yes or no response. Theesagithe questionnaire were administered persobglthe
researchers. The questionnaire comprised 2 sectiBestion A was for the respondents’ bio-data und@ch
gender, status, level, faculty and department efrispondents were categorized. Section B of thetigunaire
dealt with the respondents’ levels of internet lfacthey enjoyed based on awareness, technicitudlify and
perception.
Procedure for data collection

Data was collected by direct administration. Thetribiment was administrated to respondents and
retrieved immediately after the respondents haelifithem.
Data Analysis Technique

Data collected for the study were analyzed usi&rggntage.

DATA ANALYSIS AND RESULT
Data Analysis
The analysis of the data obtained in respect @&aeh questions are presented as follow:
Research question 1.
Is internet service available in university afrlh?
Table 1: Availability of internet service in university of llorin

S/No Question Academiaft Non-academic staff Students
Yes %WNo % Yes % No % Yes %No %
1. Internet service are available 60 1@ O 40 100 0 O 93 93 7 7
in University of llorin.
2. The internet service provider 50 83.3 16.7 36 90 4 10 &8 42 42
is available in my department.
Total 110 916 10 84 76 95 4 5 151 75.5 49 245

Table 1 revealed that an aggregate of 91.6% ofemmdstaff were of the opinion that the interneviee was
available in the university and their departmentlevB.4% disagreed. Also, 95% of non-academic staf§ of
the opinion that internet service was availablthauniversity while 5% disagreed. 75.5% indicdteat internet
service was available in the university and thepattments while 24.5% disagreed.
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Research question 2.Are there problems encountered in the use ofrieteby staff?
Table 2: Problems encountered in the use of internet (staff)

S/No Question Academic staff Non-academic staff
e¥Y % No % Yes % No %

1. The internet is easy to connect 3235328 46.7 24 60 16 40
in University of llorin.
Total 32 533 28 46.7 24 60 16 40

The table shows that 53.3% of academic staff erteoed problems in the use of internet while 46.7%
disagreed. Also 60% of non-academic staffs agreatthey encountered problems while 40% did not.

Table 3: Problems encountered in the use of internet (studés)

S/No Question Students

Yes % No %
1. Inadequate power supply hinders the effectaee of internet 93 937 7
2. There is always network traffic in the effectiveage of the internet 86 864 114
3. | have experienced difficulty logging into thearnet. 78 7822 22
Total 257 85.7 43 143

The table shows 85.7% of students encountered garebin the use of internet while 14.3% did not
encounter problems.

Research question 3.

Are staff and students of the university satisfigth the quality of internet service they enjoy?.

Table 4: Satisfaction of internet service quality.

S/No Question Academi@ft Non-academic staff Students

Yes % Nb Yes % No % Yes % Nonw
1. | am satisfied with internet 25 41.7 35 58.9 4¥.521 525 35 3565 65 iserquality | enjoy.
Total 25 417 35 583 19 475 21 52535 35 65 65

The table indicates that 41.7% of academic staffsevsatisfied with the internet service quality l&58.3%
were not satisfied. For the non-academic staffsS%7were satisfied while 52.5% were not satisfigth whe

internet service quality they received. Also thaea3 shows that 35% of students were satisfiel thi¢ internet
service quality while 65% were not satisfied witle service.

Research question 4.

Is there any positive relationship between inteseevice quality and customer satisfaction?

Table 4:Relationship between internet service qualf and customer satisfaction.

S/No Question Academi@ft Non-academic staff WBients
Yes %0NA Yes % No % Ye$h No %
1. There is a positive relationship 39 65 235 24 6016 40 50 50 50 50

between internet service quality
and customer satisfaction.
Total 39 65 21 35 24 60 16 40 50 50 50 50

From this table, it was revealed that 65% of acadetaffs agreed that there was a positive relatignbetween
internet service quality and customers’ satisfactidhile 35% disagreed with the statement. For nmadamic
staffs, 60% agreed with the statement while 40%gtised. Also, 50% of the students agreed while 50%
disagreed with the same statement, having an @gopbrtion.
Summary of Major Findings

The findings obtained in this study are summarized shown below. In finding out about the
availability of internet service in the universitp0% of academic staffs, 100% of non academicsstaftl 93%
of students agreed that internet service was dtailélso, 83.3% of academic staff, 90% of non acaid staff
and 58% of students had internet services in theirartments. The respondents that agreed withtatensent
had the higher percentage; this implied that etithtthe internet was available in the university.

For the aspect of problem encountered in the ushgeternet, 53.3% of academic staff, 60% of non
academic staff faced more problems in connectirthadnternet, meaning that more problems were @mteo in
the usage of internet.

Moreover, it was observed that 93% of students eafjitbat inadequate power supply hindered the
effective use of internet, 86% indicated that thees always network congestion in the effective afsaternet,
likewise 78% experienced difficulty logging intcetinternet server .
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Furthermore, in finding out if staff and studentsrev satisfied with the internet service they enjpye
58.3% of academic staff, 53% of non academic staff 64.5% of students were not satisfied. Thesieatet!
that the quality of internet was not enjoyable f#s riesult of the problems encountered such as geotricity
supply, bad connection and others.

Finally, in terms of the positive relationship beem internet service quality and customers’
satisfaction, 65% of academic staff, 60% of nordacaic staff and 50% of students had a high pergenthis
is a pointer to the fact that for internet servioebe more effective, there should be a positelationship
between internet service quality and customerssfsation.

CONCLUSION AND RECOMMENDATIONS
Conclusion

The conclusion that could be drawn from this stiglyhat, both staff and students have hard about
internet in the university but some did not hawe dlecess in their department. Staff found it diffi¢co connect
to the internet while most students had no inteacetss at all.

It can be inferred from this study that perceivedues and service quality are affecting the level o
customers’ satisfaction and in turn, customergstattion affects customers’ perception.

Academic status had no effect on the pattern ofofisechnology-based services. Generally both staff
and students preferred to use innovative and tdogpdoased delivery, which suggested that the dciab
enjoy good and healthy relationship with the cugmngiven that the quality of its service delivasy
guaranteed.

Recommendations

On the basis of the findings in this study ,théof@ing recommendations were made.

1. The university should capitalize on the spread ofmmunication technology and the theory of
innovations, like Technology Adoption Model, Diffoa of Innovation Theory. They should develop €gis

to motivate non- users through awareness, educatidending personalized services, and demongyratia
functions of internet through seminars and workshop

2. Also the standard of internet service offered wasyMow. This should be improved upon through
further increase in band width so as to enjoy tiverhet service.
3. It is evident that convenience, efficient operatisacurity and privacy, reliability and responsiess

were not the only characteristics that influencedtemers’ satisfaction. The other factors that Gbouate to
customers’ satisfaction included trust, value, amége of the institution. University management wgtio
monitor the environment and identify the trendsotigh intelligence. They need to constantly up-datd
differentiate their internet service provider (ISB)ensure continuous satisfaction and retentionustomers,
and optimize their limited resources.

4, The number of computers in the e-library shouldrmeeased so as to minimize waiting time in the
gueue. This will improve the efficiency in the deevdelivery, hence, boosts customers’ confidemcetfose
without laptop.

5. Government and education stakeholders should stippdine learning by creating a class web site for
lecturers to ease communication with their studeamid also to reduce the work load of lecturers and
administrators.
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