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ABSTRACT  

Due to imminent rise in the competition of educational sector, universities are striving for their 

brand positioning by inclining the number of students in order to maximize the profitability ratio. 

As an intangible service sector, Universities can get the sustainable competitive advantage in the 

market by providing the excellent service quality instead of playing on the number of students. 

So, this study aims to examine the students’ perception about the provision of quality academic 

and non-academic services and their sustainable outcomes for the university. In this regards, 

academic and non-academic services are used as independent variables, students’ satisfaction as 

a mediating variable and students’ loyalty and motivation are dependent variables as a source of 

sustainable competitive advantage. Data was gathered through self-administered close-ended 

questionnaire from a sample of 300 students of higher education sector of Lahore, Pakistan (100 

students from public sector universities and 200 from Private sector universities). For analysis 

purpose, AMOS 22 and SPSS 24 were used to confirm the validity concerns and determine the 

proposed relationship among selected variables. The output revealed that academic and non-

academic services have significant positive impact on students’ satisfaction and it can lead 

towards students’ motivation and loyalty towards the university. This study provides a ‘snapshot’ 

to the university management about the provision of current service quality and gives 
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suggestions to improve the service quality within minimum resources to get the sustainable 

competitive advantage in the market.  

 

INTRODUCTION 

Since 1970, World has witnessed a dramatically transformation of economic 

system from manufacturing economies to service economies(Grönroos & Ojasalo, 

2004; Youtie & Shapira, 2008). Among various service sectors, higher education 

sector proved as an economic engine (H. S. Abdullah & Kalianan, 2009; Sultan & 

Yin Wong, 2010). In conjunction to this significant importance, educational 

environment is extremely dynamic and challenging that creates the stiff 

intensifying competition in both public and private sector provisions(Abdullah 

Hokoma, Khan, & Hussain, 2008; Quintal, Wong, Sultan, & Yin Wong, 2012). 

The emergence of globalization and internationalization of educational trends 

drives the educational institutes to focus on the sustainable competitive advantage 

instead of short term influence, visibility and market share(Cervero, 2000; Hune 

& Park, 2010).  

 

In today’s competitive academic environment, students have many options to 

avail nationally and internationally and so the students’ attraction, satisfaction, 

retention and loyalty are major apprehensions for an educational 

institute(Brotherton, Rockey, & Etzel, 2005; Cervero, 2000).To address this 

challenge, extensive review of literature revealed that sustainable competitive 

advantage can only be possible through quality services; means how well the 

higher education institute fulfill the customers’ need and expectations(Helms & 

Nixon, 2010; Sursock, Smidt, & Davies, 2010). 

 

There is still a controversy around the marketing metaphor “customer” of 

educational institutes; we have a dire need to identify the true primary customers 

on which educational institutes need to focus for their attraction, satisfaction, 

retention, motivation and loyalty(Jeevarathnam Parthasarathy Govender, 

Veerasamy, & Noel, 2012). Michaela and Antony (2007) categorized the term 

“customers of universities” that includes parents, students, staff, community, 

funding agencies and employers. However, the students are considered as a 

primary customer, because students’ satisfaction can lead towards the satisfaction 

of all stakeholders(Jeevarathnam Parthasarathy Govender et al., 2012; 

Jeevarathnam P Govender, Veerasamy, & Noel, 2014).  

 

According to Hanaysha, Abdullah and Warokka (2011), to address the 

apprehension as mentioned above, universities need to build and maintain strong 

relationship with their primary customers through quality services. Despite the 

realization of its importance, researchers and scholars found it difficult to properly 

define and measure the concept “service quality” due to its unique SERQUAL 

model(Muhammad Butt & Cyril de Run, 2010; Nadiri, Kandampully, & Hussain, 

2009).The meaning of quality varies from person to person and situation and 

situation associated with judgments, experiences and feelings(M. Kumar, Tat 

Kee, & Charles, 2010). Yadav (2012) argued that service quality is a complete 
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spectrum of multidimensional constructs that can be approached by different 

indicator. He summarized the multidimensional construct into two major distinct 

categories; academic services and administrative services(Krishnamurthy, 

SivaKumar, & Sellamuthu, 2010; Peprah & Atarah, 2014).  

 

Earlier researchers are more focused on academic services (related to dimensions 

of instructor, course delivery arrangements, learning resources, and assessments) 

to conform the needs and expectations of the stakeholders (Konstantinides et al., 

2014; Tenopir, Sandusky, Allard, & Birch, 2014). To date, many studies have 

been carried out to address the notion of academic and administrative services in 

isolation by using different and terms in different eras(Arena, Arnaboldi, & 

Azzone, 2010; Casu & Thanassoulis, 2006; Franklin, 2009). Unfortunately, no 

one can suggest the academicians a single key solution to get sustainable 

competitive advantage. Therefore, the impetus behind this study is to narrate the 

academic and administrative services under the umbrella of “service quality” and 

its ultimate prolific outcomes in the form of students’ satisfaction. This study will 

further elaborate the significant role of students’ satisfaction with institutional 

quality services to be motivated and loyal. Accordingly, the study will be guided 

by the following objectives: 

 To evaluate the notion “service quality” in the context of Higher education 

sector of Lahore, Pakistan 

 To identify and explore the “services” as a multidimensional construct in 

the form of academic and administrative services comprehensively 

 To compare the service provision (both academic and administrative) in 

public and private Higher educational institutes of Lahore, Pakistan 

 To determine the impact of services on students’ satisfaction, motivation 

and loyalty 

 To determine the role of mediating role of students’ satisfaction with 

provision of academic and administrative services to make them motivated and 

loyal with the institution. 

 

LITERATURE REVIEW 

 

Higher education services 

 

According to De Shields et al. (2005), Higher educational institution needs to 

understand and apply market oriented tactics and strategies to get sustainable 

competitive edge in the market. In pure marketing term, customer is considered as 

“King” whose actions and reactions determine the fate of an organization(Bauer 

et al., 2004; Homburg, Müller, & Klarmann, 2011). Since 1970, the dynamic and 

emerging economic trends highlighted the role of educational institutes as an 

economic engine for any nation (Gettman & Gelfand, 2007;Hanushek, 

Woessmann, Jamison, & Jamison, 2008; Homburg et al., 2011). This trend fosters 

the competition among the educational institutes especially higher education to 

attract, maintain and retain the customers(Hussain, Al Nasser, & Hussain, 2015). 
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In this regards, it is very crucial and important for higher educational institutes to 

understand the students’ perceptions, expectations and needs regarding quality 

services to make attract and retain them(Ryals, 2005; Zameer, Tara, Kausar, & 

Mohsin, 2015).  

  

Service quality  

 

Over the last three decades, service quality is the most prominent, researched and 

debated topic for marketer, researcher and scholars(Kotler, Keller, Manceau, & 

Hémonnet-Goujot, 2015).  Its importance is obvious due to its significant 

relationship with organizational cost, customers’ attraction, satisfaction, retention, 

loyalty, profitability and finally sustainable competitive advantage(Cronin, Brady, 

& Hult, 2000; Parasuraman, Zeithaml, & Berry, 1985). Researchers claimed that 

service quality is a abstract and elusive construct that is difficult to define and 

measure, it’s identity can be varied from person to person and situation to 

situation(Baron‐Cohen, 2009).The intensity and level of service quality can be 

measure by the barometer of customers’ expectations(Lovelock & Wirtz, 2011). 

As per the analysis of Sultan and Wong (2010), service quality in higher 

educational institutions is relatively a new term as compared to other 

manufacturing and service sectors. Higher education service quality is an 

integrated system oriented approach that requires quality in both academic and 

administrative aspects (D. R. Brown et al., 2008; Car et al., 2008; Muthamia, 

2016). 

 

Academic services 

 

Academic services refers to the characteristics, processes and activities that are 

intended to fulfill the students’ needs and expectations related to study(Manzoor, 

2013; Muthamia, 2016; Voss & Gruber, 2006). The spectrum of academic 

services includes a wide list of activities that are embodied into quality of 

teachers, curriculum, learning resources, instructional practices, laboratory, 

library, assessment methods, and knowledge acquisition quality(Al-Ghamdi & 

Bakry, 2008; Antony, Jiju Antony, Kumar, & Rae Cho, 2007; Zadeh, Sahranb, & 

Mukhtar, 2013). Quality of academic services provided by an educational institute 

can be evaluated by terms and conditions that are embedded into university 

systems to leave mark in the educational network(Coley, Williams, DaPos, Chen, 

& Smith, 2002; Eaton, 2012; Majeed, Williams, Northstone, & Ben-Shlomo, 

2008; Montserrat, Casas, & Malo, 2013).  

 

Administrative services 

 

The concept “administrative services” are considered as supportive services to 

smoothly operationalize the systems and activities of the stakeholders(Gbadamosi 

& De Jager, 2009). The quality of administrative services depends upon 

knowledge, skills and service attitude of the administrative staff (Gbadamosi & 

De Jager, 2009;Gyamfi, Agyeman, & Otoo, 2012; Kara, Tanui, & Kalai). 
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Administrative services includes a bundle of services other academic functioning 

of the university as quality of registration process, cafeteria, transportation, 

recreational activities, social welfare system and accommodation (Colton et al., 

2014; Mhlanga, Matope, Mugwagwa, Phuthi, & Moyo, 2013; Odhiambo, 2014). 

Due to intangibility and heterogeneity of services, it is quite difficult and 

challenging to differentiate the services from your competitors (Khodayari & 

Khodayari, 2011; Nadiri et al., 2009). However, the ways to overcome the 

evident, educational institutes should firstly identify the needs and expectations of 

the students to provide the services according to them(Palmer, Bottle, Davie, 

Vincent, & Aylin, 2012). In order to get sustainable competitive advantage, 

services provision is not enough, it is equally important to explore the students’ 

perceptions about services to rectify it(Ladhari, 2009; Llosa, Orsingher, Carrillat, 

Jaramillo, & Mulki, 2007; Palmer et al., 2012).  

 

Students’ satisfaction 

 

The concept of “customer satisfaction” was initially introduced and researched by 

Cardozo, R. in 1965. This concept got recognition in both fields of academic 

research and applied research as a source to get competitive edge in the desired 

market(Faganel, 2010; Hemsley-Brown et al., 2010). It is a sense of happiness 

and joy to get the required services(Hong, 2002; Samdal, Nutbeam, Wold, & 

Kannas, 1998). In case of Educational institutes, students are the primary 

customer whose perceptions, judgments, actions and behaviors’ write down the 

fate of an organization (Woltering, Herrler, Spitzer, & Spreckelsen, 2009). So 

students’ satisfaction is the comparative judgment between his/her expectations 

and received value(Mason & Weller, 2000). The confirmations and 

disconfirmation of students’ expectations leads to students’ satisfaction and 

dissatisfaction(Hong, Lai, & Holton, 2003; Joo, Lim, & Kim, 2011). It is a post-

purchase evaluation state that can be affected by the multiple internal and external 

factors(Coffman & Gilligan, 2002; Maag, 2006). Educational institute need to 

match the pre-purchase expectations of students and post purchase evaluation 

through the proper market research, resulting in future retention, loyalty, 

repurchase, positive word of mouth and motivation to put extra efforts(Nauta, 

2007; Sakthivel, Rajendran, & Raju, 2005).  

 

Students’ loyalty  

 

Students’ loyalty is the behavioral aspect of a student to maintain the relationship 

with the institute in long run(Helgesen & Nesset, 2007). It can be demonstrated in 

the multiple ways; institutional preference over others, repetitive purchase 

intention in the future, spreading positive word of mouth, recommending others to 

join, patronize the preferred institution in the future and paying the premium price 

over time(Grönroos, 1989; Osayawe Ehigie & Taylor, 2009). All previous studies 

claimed that students’ loyalty can be created through satisfying his/her needs and 

expectations timely (Alves & Raposo, 2009;Helgesen & Nesset, 2007; Osayawe 

Ehigie & Taylor, 2009). Students’ loyalty is the strategic issue for an educational 
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institute that entails the profitability of an organization in long run(Mohamad & 

Awang, 2009; Narteh, 2013). It might not be created benefit in short run but it one 

of the most important source and key to get the sustainable competitive advantage 

for which every institute is striving(F. Abdullah, 2006; El-Manstrly, Paton, 

Veloutsou, & Moutinho, 2011; Khokhar et al., 2011). 

 

Service quality and students’ satisfaction 

 

Fuß, Voss and Gläser-Zikuda (2010) claimed that student is solely representative 

for the success and failure of the institution. Students’ satisfaction is the feeling of 

pleasure that can be created and affected by the quality of services provided at the 

university(Hasan, Ilias, Rahman, & Razak, 2009; Malik, Danish, & Usman, 

2010). Service quality is an intangible characteristic that can’t be stored and 

standardized, it can be varied according to the experiences of an individual(Colton 

et al., 2014; Hanaysha, Abdullah, & Warokka, 2011). To date, a  lot of studies has 

proved that service quality in the form of academic or non-academic both is the 

most important and significant predictor of the students’ satisfaction(Hasan et al., 

2009; Malik et al., 2010; Sigala, Christou, Petruzzellis, D'Uggento, & Romanazzi, 

2006; Snipes, Oswald, LaTour, & Armenakis, 2005). It is combined consensus of 

previous researchers that when students’ needs and expectations are fulfilled 

within required span of time, he/she must be satisfied with the organization’s 

systems, policies, procedures and working patterns(Chiu, Chiu, & Chang, 2007; 

Sigala et al., 2006). Research proved that one happy customer can create and refer 

ten more customers, while one unhappy and dissatisfied customer can spoil one 

hundred customers (Chiu et al., 2007; Ma, Sun, & Kekre, 2015; Xiang, Schwartz, 

& Uysal, 2015). So, educational institute should satisfy student as primary 

customer to get the sustainable competitive edge(Saeidi, Sofian, Saeidi, Saeidi, & 

Saaeidi, 2015; Vorhies & Morgan, 2005). Spreng and Mckoy, (2016) proved that 

provision of quality services is the critical pre-requisite for creating the long term 

relationship with the educational institute that create the sense of happiness and 

joy. Previous studies are in agreement that service quality has positive significant 

effect on students’ satisfaction (Arokiasamy & Abdullah, 2012;V. Kumar, Jones, 

Venkatesan, & Leone, 2011;Manzoor, 2013; Razaak & Martini, 2013). 

 

Students’ satisfaction and students’ loyalty  

 

Banwet and Datta (2003) claimed that students’ loyalty is one of the most 

important challenges of the educational institute. Students’ loyalty is the ultimate 

output of students’ satisfaction with the university systems and facilities (Ahmed 

& Masud, 2014;R. M. Brown & Mazzarol, 2009; Gallarza & Saura, 2006). 

Students’ loyalty is the multi-dimensional construct that involves future 

repurchase behavior, patronizing, creating positive word of mouth and referring 

other to the parent organization as an alumni(F. Abdullah, 2006; Baron‐Cohen, 

2009). These all loyalty aspects can only be created when institution fulfilled the 

students’ expectations and needs regarding study, learning resources, instructor 

and other support services(Beerli Palacio, Díaz Meneses, & Pérez Pérez, 2002). 
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Students’ satisfaction can be expressed through compliments and loyalty with the 

educational institute, while dissatisfaction with service failure can be 

demonstrated by switching from parent organization to the competitors(Butt & ur 

Rehman, 2010; Douglas, McClelland, & Davies, 2008). Customers’ satisfaction 

leads towards customers’ loyalty that has strong long term financial impact on 

institution in the form of profitability(Sigala et al., 2006). It is claimed that 

students’ satisfaction is short term evaluation/measurement of institutional 

success, while loyalty is long term behavioral measurement of institutional 

performance(Alves & Raposo, 2007; Sigala et al., 2006). From the extensive 

review of literature about service quality in the form of academic and 

administrative services, students’ satisfaction and students’ loyalty(Letcher & 

Neves, 2010; Martensen, Grønholdt, Eskildsen, & Kristensen, 2000; Mavondo, 

Tsarenko, & Gabbott, 2004; Rojas-Mendez, Vasquez-Parraga, Kara, & Cerda-

Urrutia, 2009). The following theoretical/conceptual framework is proposed; 
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Theoretical Framework 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

DATA AND METHODOLOGY 

 

Sample and procedure  

 

Academic Services  

Quality of Curriculum 

Quality of Learning Resources 

Quality of Instructional Practices 

Quality of Library Facilities 

Quality of LAB Facilities 

Quality of Assessments  

Quality of Registration Process 

Quality of Cafeteria System 

Quality of Students’ Welfare 

Services 

Quality of Accommodation 

Quality of Transportation  

Quality of Recreational Facilities  

Quality of Teachers 

Quality of Support Services 

Administrative Services  

Students’ 

Satisfaction  

Students’ Loyalty  
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As per the recommendations of(Rubin & Babbie, 2016), Survey design is the 

most appropriate technique to collect numerical data and rigorous quantitative 

analytical tools and techniques to identify and examined the proposed relationship 

between selected variables mentioned as above in literature section. This study 

aims to evaluate the service provision named as academic and administrative 

services of both public and private sector universities in Lahore, Pakistan. 

Furthermore, this study is intended to investigate the relationship between 

dimensions of service quality (named as academic services and administrative 

services) and students’ loyalty with the mediating effect of students’ satisfaction. 

Thus, positivism paradigm is the most suitable and appropriate to conduct 

empirical research by using survey design as favored by (Robson & McCartan, 

2016). Systematic sampling technique was used to decide the sample size of 2 

public and 4 private universities in Lahore, Pakistan.(Guha & Mishra, 2016). 

Students of the specific universities were treated as the unit of analysis.  

 

A total of 300 questionnaires were randomly distributed among students of six 

universities of Lahore City and received back only 267 questionnaires, thus 

response rate of data collection was 89%. For the empirical results, , AMOS 22 

was used to ensure construct and convergent validity, while SPPS 24 is quite 

helpful and beneficial to apply the descriptive statistics on demographic profile of 

the respondents and to check the direct and indirect effect of selected variables. 

Lastly, mediation plug-in was applied to check the mediating role of students’ 

satisfaction among academic services, administrative services and students’ 

loyalty recommended by Hayes,  2013(Hayes, 2013).  

 

From our total sample (267 cases), 211 (79%) are male students and 56 (21) are 

female students. For sector of study, out of the 267 respondents 189 (79%) are 

studying in private sector universities, 78 (21%) are from public sector 

universities. This shows that most of the respondents are from private sector 

universities. As far as qualification is concerned, 31respondents (11.8%) are PHD 

Scholars, 102 (37.9%) are students of M.Phil, 61 (22.5%) are studying in Masters, 

79 (29%) are doing graduation degree. 

 

Measurements  
 

Service quality consists of two major dimensions: academic services and 

administrative services. For academic services, we are considering quality of 

instructors, curriculum, learning resource, instructional practices, libraries, 

laboratory, and assessments. While, in case of administrative services, we used 

quality of registration process, cafeteria, transportation, recreational activities, 

social welfare system and accommodation. Five point likert scale was used to 

measure all constructs mentioned as above that adapted from adapted from; 

academic services(Jayasundara, Ngulube, & Minishi-Majanja, 2009), 

administrative services(Han, Bonn, & Cho, 2016; Saif, 2014), students’ 

satisfaction(Dalati & Al Hamwi, 2016), and students’ loyalty(Oswald, Proto, & 

Sgroi, 2015; Patanduk, 2016).  
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EMPIRICAL FINDINGS/RESULTS 
    

   Confirmatory factor analysis (Measurement Model) 

 

CFA (Confirmatory Factor Analysis) is used to check the convergent and 

construct validity of specified construct and to check the overall fitness of the 

proposed model. For CFA, AMOS 22 was used to check the required validity and 

fitness concerns. The output of Table 4.1.1 shows that all factor loadings, AVE 

and CCR of given construct are greater than .60, 0.50 and 0.70 as a required 

standard value. This means that all constructs possess construct reliability and 

convergent validity. Table 4.1.2 reveals the overall moderate fit indices of four 

factors CFA for the direct effect(GFI=.921, AGFI=.826, NFI=.910, TLI=.931, 

CFI=.956& RMSEA=.025) and for indirect effect or mediation model (GFI=.913, 

AGFI=.856, NFI=.967, TLI=.921, CFI=.965 & RMSEA=.037). For the 

discriminate validity, topologies mentioned by Fornell and Hair et al. was used 

(Fornell & Larcker, 1981; Hair, Black, Babin, Anderson, & Tatham, 1998). Table 

4.1.3 demonstrates the results of discriminate validity in which AVE of all 

constructs were greater than maximum MSV &ASV and most importantly, square 

root of AVE of each construct was also greater than its correlation. The results 

discussed as above shows the discriminate validity of each given construct 

 

Table 4.1.1 Results of confirmatory factor analysis and Convergent validity and 

construct reliability 

 

Variables Standard 

Loadings 

AVE CCR Cronbach Alpha 

Academic services  0.802 0.625 0.891 0.991 

Administrative services 0.932 0.612 0.734 0.806 

Students’ satisfaction 0.891 0.598 0.896 0.937 

Students’ Loyalty 0.910 0.521 0.621 0.894 

 

 

 

 

 

 

 

 

 

 

 

 

 

Table 4.1.2 

Model Fitness 

 Direct Effect  Indirect Affect 

GFI .921 .913 

AGFI .826 .856 

NFI .910 .967 

TLI .931 .921 

CFI .925 .965 

RMSEA .025 .037 
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Note: Diagonal value: Square root of AVE and Non-diagonal value: correlation 

 

Descriptive Statistics  

 

Table 4.2.1 exhibits the results of descriptive statistics in the form of minimum, 

maximum, mean and lastly standard deviation. In this research study having a 

survey of 53 items, in which the respondents’ feedback vary between 1-5. The 

results show demonstrate the variation of different items like mean range from 

3.12-3.74), standard deviation varies between 0.899-1.124). See the following 

results; 

 

Table 4.2.1: Results of Descriptive Statistics 

Name of Variables  N Min. Max. Mean Std. D. 

Academic services  267 1 5 3.12 1.056 

Administrative services 267 1 5 3.50 1.124 

Students’ satisfaction 267 1 5 3.24 .967 

Students’ Loyalty 267 1 5 3.74 .899 

 

Regression analysis  

   

SEM (Structural Equation Modeling) is used to check direct and indirect effect of 

quality services (academic and administrative services) on students’ satisfaction 

and students’ loyalty. Table 4.3.1 and table 4.3.2 demonstrate the direct and 

indirect effect of different constructs of service quality on students’ outcomes (as 

dependent variable). The regression coefficients among academic services, 

administrative services and students’ satisfaction are (0.834, 0.264) while among 

academic services, administrative services and students’ loyalty are0.251, 0.765, 

0.625. It has been found that these all constructs are significant at 0.05 level, it 

means results supported our hypothesis: 1, 2, 3, 4& 5.  

 

 

Table 4.1.3 

Discriminant Reliability and Correlation 

 AVE MSV ASV Acad

S_all 

AcdS_a

ll 

StdS_

all 

StdLoy_al

l 

AcadS_all 0.518 0.554 0.292 0.743    

AcdS_all 0.721 0.204 0.146 0.386  0.859   

StdS_all 0.531 0.391 0.372 0.564  0.562  0.737  

StdLoy_all 0.683 0.321 0.248 0.357  0.477  0.639  0.828 
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Note: Significant at 0.05 level (two-tailed) 

 

 
 

Mediation Analysis (Plug-in Hayes) 
 

Hayes (2013)model is used to check the mediating effect of students’ satisfaction 

between constructs of serive quality and students’ loyalty.The constructs of serive 

quality are acadmic services and administrative services while students’ 

loyaltyisanoutcome variable.  

 

 

For mediation, we have to conform three conditions; existence of mediation, 

effect of mediation and statistically signifacnce level of mediation. Existence of 

mediation will be checked by ‘p-value’, mediation effect will be confirmed by the 

value of ‘effect’ and signfance level will be ensured by the values of ‘Boot LLCI 

Table 4.3.1: Results of Direct Effect 

 

Hypoth

esis 

tested 

 

Independent 

variables 

Dependent 

Variables(Student

s’ Satisfaction) 

Dependent 

Variables(Student

s’ Loyalty) 

 

Remark

s 

𝜷 

coefficients 

P-

value 

𝜷 

coefficients 

P-

value 

H1 Academic 

services 

.834 0.000   Signific

ant 

H2 Administrativ

e services 

.264 0.010   Signific

ant 

H3 Academic 

services 

  .251 0.010 Signific

ant 

H4 Administrativ

e services 

  .765 0.002 Signific

ant 

H5 Students’ 

satisfaction 

  .625 0.031 Signific

ant 

Table 4.3.2: Results of Indirect Effect 

 

Hypothesis 

tested 

 

Independent variables 

Dependent 

Variable(Students’ Loyalty) 

 

Remarks 

𝜷 

coefficients 

P-value 

H6 AcadS     StdS     StdLoy .256 0.000 Significant 

 

 

    

H7 AdmSStdS     StdLoy .284 0.000 Significant 
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& ULCI’having similar signs.  From the output in Table 4.4.1shows that for H6, 

students’ satisfaction acts astatistical significant mediator between academic 

services and students’ loyalty (p-value=0.000, effect=8.210 & Boot 

LCCI=0.1352, Boot ULCI=0.0021), for H7, students’ satisfaction acts astatistical 

significant mediator between administrative services and students’ loyalty (p-

value=0.000, effect=7.251 & Boot LCCI=0.0625, Boot ULCI=0.0054). Hence, it 

is proved that students’ satisfaction is a statistical significant mediator between 

both constructs of service quality and students’ loyalty.  

Note: Significant at 0.05 level (two-tailed) 

 

DISCUSSION 

Earlier in 19th century, economies focused on manufacturing sector for its 

expansion and scalability that is considered as a symbol of economic 

growth(Nadiri et al., 2009). Later on, the dynamic trends transform the focus from 

manufacturing to service sector(Mohamad & Awang, 2009; Oldfield & Baron, 

2000). As the result of fundamental restructuring of the economies, higher 

education faced demand of knowledge-intensive economies to enable individual 

to grasp the opportunities that are prevailing in the market(Palmer et al., 2012). 

Higher education sector is now deemed to be an economic engine for the nation. 

It is the need of the time that higher education should produce competent, capable 

and skillful human resource that can suggest the creative and innovative solutions 

to the impossible problems(Peprah & Atarah, 2014). This ever-growing demand 

on higher education intensified the competition among higher educational 

institutes to make effort and war for their survival in the market. For this, 

educational institutes should conform the quality standards of academic and non-

academic services provision to their stakeholders(Ryals, 2005; Saeidi et al., 

2015). Educational institutes have a list of stakeholder like students, parents, 

family, society, funding agency, quality assurance authoritative bodies, councils 

and government bodies that need to be satisfied in order to get the sustainable 

competitive advantage in the market(Saif, 2014; Samdal et al., 1998). Among all 

these stakeholders, student is the primary stakeholder and customer who is treated 

as the king of the state, whose feelings, perceptions, actions and reactions can 

affect the fate of an educational institutes. In pure marketing term, customer is 

always right(Peprah & Atarah, 2014). From the extensive review of the literature, 

it has been notified that customer loyalty is the main source to get the sustainable 

competitive advantage that can be obtained by customer satisfaction(Palmer et al., 

2012).  

 

In this regards, this study is intended to evaluate the academic and non-

academic/administrative service provision of the education educations to their 

students. The spectrum of academic services includes a wide list of activities that 

are embodied into quality of teachers, curriculum, learning resources, 

instructional practices, laboratory, library, assessment methods, and knowledge 

acquisition quality (Taei, 2008; Jiju et al., 2007; Nayef University, 2008; 

Accreditation Commission of Higher Education, 2012). While Administrative 

services includes a bundle of services other academic functioning of the 
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university as quality of registration process, cafeteria, transportation, recreational 

activities, social welfare system and accommodation (Owino, Oanda & Olel, 

2011; ROK, 2014; Ngethe, 2013; Ndirangu & Udoto, 2011 ). Here we have used 

academic and administrative services as independent variables, students’ 

satisfaction is mediating variable and students’ loyalty is dependent variable. In 

totality, this study is conducted to identify and investigate the mediating model of 

students’ satisfaction between service quality and students’ loyalty. To collect 

data, 300 questionnaires were randomly distributed among students of six 

universities of Lahore City and received back only 267 questionnaires, thus 

response rate of data collection was 89%. For the empirical results, , AMOS 22 

was used to ensure construct and convergent validity, while SPPS 24 is quite 

helpful and beneficial to apply the descriptive statistics on demographic profile of 

the respondents and to check the direct and indirect effect of selected variables. 

Lastly, mediation plug-in was applied to check the mediating role of students’ 

satisfaction among academic services, administrative services and students’ 

loyalty recommended by Hayes,  2013 (Hayes, 2013).  

 

From the empirical analysis and results of direct effect, it has been observed that 

academic and administrative services has significant relationship with students’ 

satisfaction by varying the strength level (demonstrated by regression coefficient 

0.834, 0.264 that are significant at 0.01 level), and students’ loyalty (demonstrated 

by regression coefficient 0.251, 0.765, 0.625 that are also significant at 0.01 

level). These results supported our Hypotheses; H1, H2, H3, H4, &H5. For 

indirect effect, the results reported that for H6, students’ satisfaction acts 

astatistical significant mediator between academic services and students’ loyalty 

(p-value=0.000, effect=8.210 & Boot LCCI=0.1352, Boot ULCI=0.0021), for H7, 

students’ satisfaction acts astatistical significant mediator between administrative 

services and students’ loyalty (p-value=0.000, effect=7.251 & Boot 

LCCI=0.0625, Boot ULCI=0.0054). Hence, it is proved that students’ satisfaction 

is a statistical significant mediator between both constructs of service quality and 

students’ loyalty. 
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CONCLUSION 

Across the globe, dynamic economic trends fostered the need to grow educational 

sector as an economic engine. Educational institutes are considered as knowledge 

economies that are responsible the for the production and generation competitive 

and capable individuals to grasp the opportunities prevailing in market. Literature 

claimed that knowledge intensive nations can rule around the world. In this 

regards, it has been identified that we should evaluate the conditions of our 

educational sector especially higher education and suggest them a key to get 

sustainable competitive advantage in the world. To address this apprehension, this 

study aims to evaluate the service provisions and their impact on the satisfaction 

and loyalty of their primary stakeholder ‘student’. The satisfaction and loyalty of 

student can create the financial and non-financial outcomes for the institution as 

well as economy. By using rigorous statistical tools and techniques, academic and 

administrative services proved as strong predictor of students’ satisfaction and 

ultimately create students’ loyalty. The results of meditation recommended by 

Hayes (2013), demonstrates that students’ satisfaction acts as a strong mediator 

between constructs of service quality and students’ loyalty. This study provides 

recommendations to the management of higher educational institutes to provide 

the quality academic and administrative services to make their students satisfied 

and loyal with the institution in order to get the sustainable competitive 

advantage. 

 

LIMITATIONS OF THE STUDY 

This study has certain limitation due to lack of resources named as time, financial 

and human resources. This study is purely quantitative based that is conducted 

within Lahore city only. Very small sample size (300 students of 6 public and 

private universities) was inducted to examine the students’ perception about 

quality of services (academic and administrative services) provided by 

universities of Pakistan. This study is cross sectional in nature that can be 

expanded to other cities and universities and it can also be conducted from the 

students of schools and colleges to explore the level of service quality. This study 

can be more enriched by using other research methodologies and design as well as 

increasing the number of participants.   

 

IMPLICATIONS OF THE STUDY 

In particular, this study is being conducted to fulfill the two major objectives. 

Firstly, it enriched and extended the literature of academic and administrative 

services provided by the universities to enhance the students’ satisfaction level 

that will ultimately create the loyalty of the student towards the organization. This 

loyalty can be academically and practically explained as the positive worth of 

mouth created by the students regarding university practices. Moreover, students 

will be considered as more loyal if they prefer to become the part of university in 

future. Secondly, this study provides the recommendation framework for the 

policy makers and practitioners of universities as well as Higher Education 
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Commission to design and implement the best policies in order to enhance 

students’ level of satisfaction and loyalty.  

 

REFERENCES 

Abdullah, F. (2006). The development of HEdPERF: a new measuring instrument 

of service quality for the higher education sector. International Journal of 

Consumer Studies, 30(6), 569-581.  

Abdullah Hokoma, R., Khan, M. K., & Hussain, K. (2008). Investigation into the 

implementation stages of manufacturing and quality techniques and 

philosophies within the Libyan cement industry. Journal of Manufacturing 

Technology Management, 19(7), 893-907.  

Abdullah, H. S., & Kalianan, M. (2009). From customer satisfaction to citizen 

satisfaction: rethinking local government service delivery in Malaysia. 

Asian Social Science, 4(11), 87.  

Ahmed, S., & Masud, M. M. (2014). Measuring service quality of a higher 

educational institute towards student satisfaction. American Journal of 

Educational Research, 2(7), 447-455.  

Al-Ghamdi, A., & Bakry, S. H. (2008). King Saud University drive toward the 

knowledge society: a stope view. The Open Knowlege Society. A 

Computer Science and Information Systems Manifesto, 297-307.  

Alves, H., & Raposo, M. (2007). Conceptual model of student satisfaction in 

higher education. Total Quality Management, 18(5), 571-588.  

Alves, H., & Raposo, M. (2009). The measurement of the construct satisfaction in 

higher education. The service industries journal, 29(2), 203-218.  

Antony, J., Jiju Antony, F., Kumar, M., & Rae Cho, B. (2007). Six sigma in 

service organisations: Benefits, challenges and difficulties, common 

myths, empirical observations and success factors. International Journal of 

Quality & Reliability Management, 24(3), 294-311.  

Arena, M., Arnaboldi, M., & Azzone, G. (2010). Student perceptions and central 

administrative services: the case of higher education in Italy. Studies in 

Higher Education, 35(8), 941-959.  

Arokiasamy, A. R. A., & Abdullah, A. (2012). Service quality and students’ 

satisfaction at higher learning institutions: a case study of Malaysian 

University competitiveness. International Journal of Management and 

Strategy, 3(5), 1-16.  

Baron‐Cohen, S. (2009). Autism: the empathizing–systemizing (E‐S) theory. 

Annals of the New York Academy of Sciences, 1156(1), 68-80.  

Bauer, D. L., McFarlane, K. R., Flockhart, A. D., Sanders, L. M., King, G. S., 

Maxwell, D. J., . . . Cook, W. S. (2004). Integrated work management 

engine for customer care in a communication system: Google Patents. 

Beerli Palacio, A., Díaz Meneses, G., & Pérez Pérez, P. J. (2002). The 

configuration of the university image and its relationship with the 

satisfaction of students. Journal of Educational administration, 40(5), 486-

505.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3601 
 

Brotherton, S. E., Rockey, P. H., & Etzel, S. I. (2005). US graduate medical 

education, 2004-2005: trends in primary care specialties. Jama, 294(9), 

1075-1082.  

Brown, D. R., Hernández, A., Saint-Jean, G., Evans, S., Tafari, I., Brewster, L. 

G., . . . Akal, S. (2008). A participatory action research pilot study of 

urban health disparities using rapid assessment response and evaluation. 

American Journal of Public Health, 98(1), 28-38.  

Brown, R. M., & Mazzarol, T. W. (2009). The importance of institutional image 

to student satisfaction and loyalty within higher education. Higher 

education, 58(1), 81-95.  

Butt, B. Z., & ur Rehman, K. (2010). A study examining the students satisfaction 

in higher education. Procedia-Social and Behavioral Sciences, 2(2), 5446-

5450.  

Car, J., Black, A., Anandan, C., Cresswell, K., Pagliari, C., McKinstry, B., . . . 

Sheikh, A. (2008). The impact of eHealth on the quality and safety of 

healthcare. A Systemic Overview & Synthesis of the Literature Report for 

the NHS Connecting for Health Evaluation Programme.  

Casu, B., & Thanassoulis, E. (2006). Evaluating cost efficiency in central 

administrative services in UK universities. Omega, 34(5), 417-426.  

Cervero, R. M. (2000). Trends and issues in continuing professional education. 

New Directions for Adult and Continuing Education, 2000(86), 3-12.  

Chiu, C. M., Chiu, C. S., & Chang, H. C. (2007). Examining the integrated 

influence of fairness and quality on learners’ satisfaction and Web‐based 

learning continuance intention. Information systems journal, 17(3), 271-

287.  

Coffman, D. L., & Gilligan, T. D. (2002). Social support, stress, and self-efficacy: 

Effects on students' satisfaction. Journal of College Student Retention: 

Research, Theory & Practice, 4(1), 53-66.  

Coley, K. C., Williams, B. A., DaPos, S. V., Chen, C., & Smith, R. B. (2002). 

Retrospective evaluation of unanticipated admissions and readmissions 

after same day surgery and associated costs. Journal of clinical anesthesia, 

14(5), 349-353.  

Colton, M. D., MacNaughton, P., Vallarino, J., Kane, J., Bennett-Fripp, M., 

Spengler, J. D., & Adamkiewicz, G. (2014). Indoor air quality in green vs 

conventional multifamily low-income housing. Environmental science & 

technology, 48(14), 7833-7841.  

Cronin, J. J., Brady, M. K., & Hult, G. T. M. (2000). Assessing the effects of 

quality, value, and customer satisfaction on consumer behavioral 

intentions in service environments. Journal of retailing, 76(2), 193-218.  

Dalati, S., & Al Hamwi, S. E. (2016). Exploratory Factor Analysis of Adapted 

SERVQUAL in Private Higher Institutions in Syria. Paper presented at the 

European Conference on Management, Leadership & Governance. 

Douglas, J., McClelland, R., & Davies, J. (2008). The development of a 

conceptual model of student satisfaction with their experience in higher 

education. Quality Assurance in Education, 16(1), 19-35.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3602 
 

Eaton, J. S. (2012). An Overview of US Accreditation--Revised. Council for 

Higher Education Accreditation.  

El-Manstrly, D., Paton, R., Veloutsou, C., & Moutinho, L. (2011). An empirical 

investigation of the relative effect of trust and switching costs on service 

loyalty in the UK retail banking industry. Journal of Financial Services 

Marketing, 16(2), 101-110.  

Faganel, A. (2010). Quality perception gap inside the higher education institution. 

International Journal of academic research, 2(1), 213-215.  

Fornell, C., & Larcker, D. F. (1981). Structural equation models with 

unobservable variables and measurement error: Algebra and statistics. 

Journal of marketing research, 382-388.  

Franklin, B. (2009). Aligning library strategy and structure with the campus 

academic plan: A case study. Journal of Library Administration, 49(5), 

495-505.  

Gallarza, M. G., & Saura, I. G. (2006). Value dimensions, perceived value, 

satisfaction and loyalty: an investigation of university students’ travel 

behaviour. Tourism management, 27(3), 437-452.  

Gbadamosi, G., & De Jager, J. (2009). 'What you see is what you get': service 

quality, students' perceptions and satisfaction at South African 

universities. South African journal of higher education, 23(5), 877-893.  

Gettman, H. J., & Gelfand, M. J. (2007). When the customer shouldn't be king: 

antecedents and consequences of sexual harassment by clients and 

customers. Journal of Applied Psychology, 92(3), 757.  

Govender, J. P., Veerasamy, D., & Noel, D. T. (2012). International students’ 

expectations and perceptions of service quality: the case of a higher 

education institution in South Africa.  

Govender, J. P., Veerasamy, D., & Noel, D. T. (2014). The Service Quality 

Experience of International Students: The Case of a Selected Higher 

Education Institution in South Africa.  

Grönroos, C. (1989). Defining marketing: a market-oriented approach. European 

journal of marketing, 23(1), 52-60.  

Grönroos, C., & Ojasalo, K. (2004). Service productivity: Towards a 

conceptualization of the transformation of inputs into economic results in 

services. Journal of Business Research, 57(4), 414-423.  

Guha, S., & Mishra, N. (2016). Clustering data streams Data Stream Management 

(pp. 169-187): Springer. 

Gyamfi, D. A., Agyeman, A., & Otoo, A. (2012). Assessing the provision of 

quality students’ service and satisfaction in tertiary institution in Ghana: 

Using Cape Coast Polytechnic as Case Study. Asian Journal of Business 

and Management Sciences, 1(12), 20-32.  

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E., & Tatham, R. L. (1998). 

Multivariate data analysis . Uppersaddle River. Multivariate Data Analysis 

(5th ed) Upper Saddle River.  

Han, S. J., Bonn, M. A., & Cho, M. (2016). The relationship between customer 

incivility, restaurant frontline service employee burnout and turnover 

intention. International Journal of Hospitality Management, 52, 97-106.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3603 
 

Hanaysha, J. R., Abdullah, H. H., & Warokka, A. (2011). Service quality and 

students’ satisfaction at higher learning institutions: The competing 

dimensions of Malaysian universities’ competitiveness. The Journal of 

Southeast Asian Research, 2011, 1-10.  

Hanushek, E. A., Woessmann, L., Jamison, E. A., & Jamison, D. T. (2008). 

Education and economic growth. Education Next, 8(2).  

Hasan, H. F. A., Ilias, A., Rahman, R. A., & Razak, M. Z. A. (2009). Service 

quality and student satisfaction: A case study at private higher education 

institutions. International Business Research, 1(3), 163.  

Hayes, A. F. (2013). Introduction to mediation, moderation, and conditional 

process analysis: A regression-based approach: Guilford Press. 

Helgesen, Ø., & Nesset, E. (2007). What accounts for students' loyalty? Some 

field study evidence. International Journal of Educational Management, 

21(2), 126-143.  

Helms, M. M., & Nixon, J. (2010). Exploring SWOT analysis–where are we 

now? A review of academic research from the last decade. Journal of 

strategy and management, 3(3), 215-251.  

Hemsley-Brown, J., Lowrie, A., Gruber, T., Fuß, S., Voss, R., & Gläser-Zikuda, 

M. (2010). Examining student satisfaction with higher education services: 

Using a new measurement tool. International Journal of Public Sector 

Management, 23(2), 105-123.  

Homburg, C., Müller, M., & Klarmann, M. (2011). When should the customer 

really be king? On the optimum level of salesperson customer orientation 

in sales encounters. Journal of Marketing, 75(2), 55-74.  

Hong, K.-S. (2002). Relationships between students' and instructional variables 

with satisfaction and learning from a Web-based course. The Internet and 

Higher Education, 5(3), 267-281.  

Hong, K.-S., Lai, K.-W., & Holton, D. (2003). Students’ satisfaction and 

perceived learning with a web-based course. Educational Technology & 

Society, 6(1), 116-124.  

Hune, S., & Park, J. J. (2010). Educational trends and issues. Encyclopedia of 

Asian American Issues Today, 1, 169.  

Hussain, R., Al Nasser, A., & Hussain, Y. K. (2015). Service quality and 

customer satisfaction of a UAE-based airline: An empirical investigation. 

Journal of Air Transport Management, 42, 167-175.  

Jayasundara, C., Ngulube, P., & Minishi-Majanja, M. K. (2009). A theoretical 

model to predict customer satisfaction in relation to service quality in 

selected university libraries in Sri Lanka. South African Journal of 

Libraries and Information Science, 75(2), 179-194.  

Joo, Y. J., Lim, K. Y., & Kim, E. K. (2011). Online university students' 

satisfaction and persistence: Examining perceived level of presence, 

usefulness and ease of use as predictors in a structural model. Computers 

& education, 57(2), 1654-1664.  

Kara, A. M., Tanui, E., & Kalai, J. M. Educational Service Quality and Students’ 

Satisfaction in Public Universities in Kenya.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3604 
 

Khodayari, F., & Khodayari, B. (2011). Service quality in higher education. 

Interdisciplinary Journal of Research in Business, 1(9), 38-46.  

Khokhar, S. Z., Hussain, F., Qureshi, T. M., Anjum, I., Samran, A., & Arshad, R. 

(2011). Only customer satisfaction and customer loyalty is not enough: A 

study of Pakistan's telecom sector. African Journal of Business 

Management, 5(24), 10176.  

Konstantinides, S. V., Torbicki, A., Agnelli, G., Danchin, N., Fitzmaurice, D., 

Galiè, N., . . . Kucher, N. (2014). 2014 ESC Guidelines on the diagnosis 

and management of acute pulmonary embolism: The Task Force for the 

Diagnosis and Management of Acute Pulmonary Embolism of the 

European Society of Cardiology (ESC) Endorsed by the European 

Respiratory Society (ERS). European heart journal, 35(43), 3033-3073.  

Kotler, P., Keller, K. L., Manceau, D., & Hémonnet-Goujot, A. (2015). Marketing 

management (Vol. 14): Prentice Hall Englewood Cliffs, NJ. 

Krishnamurthy, R., SivaKumar, M. A. K., & Sellamuthu, P. (2010). Influence of 

service quality on customer satisfaction: Application of SERVQUAL 

model. International Journal of Business and Management, 5(4), 117.  

Kumar, M., Tat Kee, F., & Charles, V. (2010). Comparative evaluation of critical 

factors in delivering service quality of banks: An application of dominance 

analysis in modified SERVQUAL model. International Journal of Quality 

& Reliability Management, 27(3), 351-377.  

Kumar, V., Jones, E., Venkatesan, R., & Leone, R. P. (2011). Is market 

orientation a source of sustainable competitive advantage or simply the 

cost of competing? Journal of Marketing, 75(1), 16-30.  

Ladhari, R. (2009). A review of twenty years of SERVQUAL research. 

International Journal of Quality and Service Sciences, 1(2), 172-198.  

Letcher, D. W., & Neves, J. S. (2010). Determinants of undergraduate business 

student satisfaction. Research in Higher Education Journal, 6, 1.  

Llosa, S., Orsingher, C., Carrillat, F. A., Jaramillo, F., & Mulki, J. P. (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), 472-490.  

Lovelock, C., & Wirtz, J. (2011). Marketing de servicios: Pearson Educación de 

México SA de CV. 

Ma, L., Sun, B., & Kekre, S. (2015). The Squeaky Wheel Gets the Grease—An 

empirical analysis of customer voice and firm intervention on Twitter. 

Marketing Science, 34(5), 627-645.  

Maag, M. (2006). iPod, uPod? An emerging mobile learning tool in nursing 

education and students’ satisfaction. Australasian Society for Computers 

in Learning in Tertiary Education (ASCILITE), December, 3-6.  

Majeed, M., Williams, C., Northstone, K., & Ben-Shlomo, Y. (2008). Are there 

inequities in the utilisation of childhood eye-care services in relation to 

socio-economic status? Evidence from the ALSPAC cohort. British 

Journal of Ophthalmology, 92(7), 965-969.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3605 
 

Malik, M. E., Danish, R. Q., & Usman, A. (2010). The impact of service quality 

on students' satisfaction in higher education Institutes of Punjab. Journal 

of Management Research, 2(2), 1.  

Manzoor, H. (2013). Measuring student satisfaction in public and private 

universities in Pakistan. Global Journal of Management And Business 

Research, 13(3).  

Martensen, A., Grønholdt, L., Eskildsen, J. K., & Kristensen, K. (2000). 

Measuring student oriented quality in higher education: application of the 

ECSI methodology. Sinergie rapporti di ricerca, 9, 371-383.  

Mason, R., & Weller, M. (2000). Factors affecting students' satisfaction on a web 

course. Australasian Journal of Educational Technology, 16(2).  

Mavondo, F. T., Tsarenko, Y., & Gabbott, M. (2004). International and local 

student satisfaction: Resources and capabilities perspective. Journal of 

Marketing for Higher Education, 14(1), 41-60.  

Mhlanga, S., Matope, S., Mugwagwa, L., Phuthi, N., & Moyo, V. S. (2013). 

Academic staff development strategies in engineering fields of study: case 

study of Zimbabwe.  

Mohamad, M., & Awang, Z. (2009). Building corporate image and securing 

student loyalty in the Malaysian higher learning industry. The Journal of 

International Management Studies, 4(1), 30-40.  

Montserrat, C., Casas, F., & Malo, S. (2013). Delayed educational pathways and 

risk of social exclusion: the case of young people from public care in 

Spain. European Journal of Social Work, 16(1), 6-21.  

Muhammad Butt, M., & Cyril de Run, E. (2010). Private healthcare quality: 

applying a SERVQUAL model. International journal of health care quality 

assurance, 23(7), 658-673.  

Muthamia, S. M. (2016). An Assessment of University Service Quality and its 

Effects on Student Satisfaction A Case of United States International 

University. United States International University-Africa.    

Nadiri, H., Kandampully, J., & Hussain, K. (2009). Students' perceptions of 

service quality in higher education. Total Quality Management, 20(5), 

523-535.  

Narteh, B. (2013). Determinants of students’ loyalty in the Ghanaian banking 

industry. The TQM Journal, 25(2), 153-169.  

Nauta, M. M. (2007). Assessing college students' satisfaction with their academic 

majors. Journal of Career Assessment, 15(4), 446-462.  

Odhiambo, P. O. (2014). Supply chain management practices and service quality 

among public hospitals in Nairobi county, Kenya. University of Nairobi.    

Oldfield, B. M., & Baron, S. (2000). Student perceptions of service quality in a 

UK university business and management faculty. Quality Assurance in 

Education, 8(2), 85-95.  

Osayawe Ehigie, B., & Taylor, M. (2009). Managing students' loyalty to school 

after graduation through relationship marketing. The TQM Journal, 21(5), 

502-516.  

Oswald, A. J., Proto, E., & Sgroi, D. (2015). Happiness and productivity. Journal 

of Labor Economics, 33(4), 789-822.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3606 
 

Palmer, W. L., Bottle, A., Davie, C., Vincent, C. A., & Aylin, P. (2012). Dying 

for the weekend: a retrospective cohort study on the association between 

day of hospital presentation and the quality and safety of stroke care. 

Archives of neurology, 69(10), 1296-1302.  

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of 

service quality and its implications for future research. the Journal of 

Marketing, 41-50.  

Patanduk, S. R. (2016). THE INFLUENCE OF SERVICE QUALITY AND 

RELATIONSHIP QUALITY ON CUSTOMER LOYALTY IN 

TELECOMMUNICATION PROVIDER TRI. JURNAL RISET 

EKONOMI, MANAJEMEN, BISNIS DAN AKUNTANSI, 4(2).  

Peprah, A. A., & Atarah, B. A. (2014). Assessing Patient’s Satisfaction using 

SERVQUAL Model: A Case of Sunyani Regional Hospital, Ghana. 

International Journal of Business and Social Research, 4(2), 133-143.  

Quintal, V. A., Wong, D. H., Sultan, P., & Yin Wong, H. (2012). Service quality 

in a higher education context: An integrated model. Asia Pacific Journal of 

Marketing and Logistics, 24(5), 755-784.  

Razaak, M., & Martini, M. G. (2013). Medical image and video quality 

assessment in e-health applications and services. Paper presented at the e-

Health Networking, Applications & Services (Healthcom), 2013 IEEE 

15th International Conference on. 

Robson, C., & McCartan, K. (2016). Real world research: John Wiley & Sons. 

Rojas-Mendez, J. I., Vasquez-Parraga, A. Z., Kara, A., & Cerda-Urrutia, A. 

(2009). Determinants of student loyalty in higher education: A tested 

relationship approach in Latin America. Latin American Business Review, 

10(1), 21-39.  

Rubin, A., & Babbie, E. R. (2016). Empowerment Series: Research Methods for 

Social Work: Cengage Learning. 

Ryals, L. (2005). Making customer relationship management work: the 

measurement and profitable management of customer relationships. 

Journal of Marketing, 69(4), 252-261.  

Saeidi, S. P., Sofian, S., Saeidi, P., Saeidi, S. P., & Saaeidi, S. A. (2015). How 

does corporate social responsibility contribute to firm financial 

performance? The mediating role of competitive advantage, reputation, 

and customer satisfaction. Journal of Business Research, 68(2), 341-350.  

Saif, N. (2014). The Effect of Service Quality on Student Satisfaction: A Field 

Study for Health Services Administration Students. International Journal 

of Humanities and Social Science, 4(8), 172-181.  

Sakthivel, P., Rajendran, G., & Raju, R. (2005). TQM implementation and 

students' satisfaction of academic performance. The TQM magazine, 

17(6), 573-589.  

Samdal, O., Nutbeam, D., Wold, B., & Kannas, L. (1998). Achieving health and 

educational goals through schools—a study of the importance of the 

school climate and the students' satisfaction with school. Health education 

research, 13(3), 383-397.  



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3607 
 

Sigala, M., Christou, E., Petruzzellis, L., D'Uggento, A. M., & Romanazzi, S. 

(2006). Student satisfaction and quality of service in Italian universities. 

Managing Service Quality: An International Journal, 16(4), 349-364.  

Snipes, R. L., Oswald, S. L., LaTour, M., & Armenakis, A. A. (2005). The effects 

of specific job satisfaction facets on customer perceptions of service 

quality: an employee-level analysis. Journal of Business Research, 58(10), 

1330-1339.  

Sultan, P., & Yin Wong, H. (2010). Service quality in higher education–a review 

and research agenda. International Journal of Quality and Service 

Sciences, 2(2), 259-272.  

Sursock, A., Smidt, H., & Davies, H. (2010). Trends 2010: A decade of change in 

European Higher Education (Vol. 1): European University Association 

Brussels. 

Tenopir, C., Sandusky, R. J., Allard, S., & Birch, B. (2014). Research data 

management services in academic research libraries and perceptions of 

librarians. Library & Information Science Research, 36(2), 84-90.  

Vorhies, D. W., & Morgan, N. A. (2005). Benchmarking marketing capabilities 

for sustainable competitive advantage. Journal of Marketing, 69(1), 80-94.  

Voss, R., & Gruber, T. (2006). The desired teaching qualities of lecturers in 

higher education: a means end analysis. Quality Assurance in Education, 

14(3), 217-242.  

Woltering, V., Herrler, A., Spitzer, K., & Spreckelsen, C. (2009). Blended 

learning positively affects students’ satisfaction and the role of the tutor in 

the problem-based learning process: results of a mixed-method evaluation. 

Advances in Health Sciences Education, 14(5), 725.  

Xiang, Z., Schwartz, Z., & Uysal, M. (2015). What types of hotels make their 

guests (un) happy? Text analytics of customer experiences in online 

reviews Information and communication technologies in tourism 2015 

(pp. 33-45): Springer. 

Youtie, J., & Shapira, P. (2008). Building an innovation hub: A case study of the 

transformation of university roles in regional technological and economic 

development. Research policy, 37(8), 1188-1204.  

Zadeh, A. T., Sahranb, S., & Mukhtar, M. (2013). Service Identification in SMEs: 

Appropriate Elements and Methods. International Journal of Machine 

Learning and Computing, 3(3), 279.  

Zameer, H., Tara, A., Kausar, U., & Mohsin, A. (2015). Impact of service quality, 

corporate image and customer satisfaction towards customers’ perceived 

value in the banking sector in Pakistan. International journal of bank 

marketing, 33(4), 442-456.  

 

 

APPENDIX A 

 

Survey questionnaire 

 



EXAMINING STUDENTS’ PERCEPTION ABOUT QUALITY OF ACADEMIC & ADMINISTRATIVE SERVICES IN PAKISTANI UNIVERSITIES           PJAEE, 17 (4) (2020) 

 
 
 

3608 
 

I invite you to participate in my research project named as ‘Examining student’s 

perception about the quality of academic and administrative services: an 

empirical study in the context of Higher Education sector of Lahore, 

Pakistan’. I have attached a short survey about my study. I hope, you will 

cooperate with me regarding survey completion. If you take voluntary part in the 

survey, it would only require 10–15 minutes to fill out the questionnaire.  For 

each of the questions, please select the option that best reflects your answer.  

 

All the information provided by you will be kept strictly confidential and 

anonymous. The overall results of this study can be shared with you on your 

request.  

Name of Participant(Optional): 

__________________________________________________ 

1. Gender 

 Male   

 Female  

 

2. Qualification 

 PhD Scholar 

 M.Phil Scholar   

 Master’s Degree 

 Graduation  

3. Sector of Study  

 Public Sector University  

 Private Sector University  

 

Please indicate how strongly you agree or disagree with each statement 

using the scale provided. Check (      ) the corresponding number beside 

each statement.  

1 = Strongly disagree (SDA)  

2 = Disagree (DA)  

3 = Neutral (N) 

4 = Agree (A) 

5 = Strongly agree (SA) 

 

Sr. 

No.  

Statements  Scale 

1 

SDA 

2 

DA 

3 

N 

4 

A 

5 

SA 

1. Service Quality  

a. Academic Services  

1.  Instructor makes a real effort to 

understand difficulties that students may 

be having with their work. 

     

2.  Instructor here normally gives helpful 

feedback on how we are going. 

     

3.  Instructor is extremely good at 

explaining things to us. 

     

  
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4.  Instructor work hard to make subjects 

interesting. 

     

5.  Instructor of the courses motivates 

students to do their best. 

     

6.  University curriculum includes 

attractive content and ability to 

stimulate students’ interest. 

     

7.  The library resources were appropriate 

for my learning and research 

work. 

     

8.  Where it was used, the information 

technology in teaching and learning was 

effective. 

     

9.  It was made clear what resources were 

available for learning and research. 

     

10.  Computer labs are adequate and 

accessible. 

     

11.  The campus facilities are well-

maintained. 

     

12.  Relevant learning resources were 

accessible when I needed them. 

     

13.  The library services were readily 

accessible. 

     

14.  The course seemed focused in testing 

what I had understood. 

     

15.  Questions asked in the course exams 

were thought provoking. 

     

16.  To do well on the courses we really 

need good analytical ability. 

     

17.  It would be impossible to get through 

the courses just by working hard around 

exam time. 

     

18.  Feedback on student work is provided in 

the form of marks, grades and 

interactive sessions with the teachers. 

     

19.  The courses have helped me to develop 

my problem-solving skills. 

     

20.  The courses have helped develop my 

ability to work as a team member. 

     

21.  There was sufficient flexibility in my 

course to suit my needs. 

     

22.  The content of the courses within my 

major is valuable. 

     

23.  The courses have helped me develop the 

ability to plan my own work. 
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24.  The course content was organized in a 

systematic way. 

     

b. Administrative Services 

1.  The university administration knows 

students' needs in detail.  

     

2.  The university administration is 

interested in meeting student needs.  

     

3.  The university administration responds 

to student complaints and grievances. 

     

4.  The university administration responds 

to student complaints and grievances. 

     

5.  The university collects information 

regularly from students to improve its 

services.  

     

6.  Necessary data collection and analysis 

are available for community needs 

identification. 

     

7.  There is adequate communication 

between the university and community 

groups.  

     

8.  The university performs its expected 

community service role.  

     

9.  Sufficient parking is available at the 

university.  

     

10.  The appearance and design of the 

university buildings fit their functions.  

     

11.  Lectures halls are appropriate for 

teaching.  

     

12. \ The appearance and design of the 

university buildings fit their functions.  

     

13.  It is easy to access the university 

(availability of transportation).  

     

14.  The university has adequate sporting 

facilities for students. 

     

15.  The university has adequate and 

appropriate hostel facilities for students.  

     

16.  The university provides adequate 

support mechanism for needy 

Students. 

     

17.  The university promotes an independent 

students' union. 

     

18.  The university provides adequate career 

counseling and advising. 

     

2. Students’ Satisfaction   

1.  The institution fulfils my expectations.      
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2.  The institution is just how I would like 

them to be. 

     

3.  I am satisfied with the institution.      

4.  I would recommend the institution to 

others. 

     

5.  Thinking back on your experience 

within the institution, how you rate your 

overall satisfaction? 

     

3. Students’ Loyalty    

1.  I will recommend my course to someone 

else. 

     

2.  I will recommend my university to 

someone else. 

     

3.  I’m very interested in keeping in touch 

with “my faculty.” 

     

4.  If I was faced with the same choice 

again, I’d still choose the same course. 

     

5.  If I was faced with the same choice 

again, I will still choose the same 

university. 

     

6.  I’d become a member of any alumni 

organizations at my old university or 

faculty. 

     

7.  I satisfied with visitation restriction and 

rule. 

     

 

Thank you for your participation. 

 

 


