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Abstract: The performance of measuring service quality and service quality 

dimensions have become a major area of marketing literature during the past few 

decades. Since the increasing importance of services, scholars and practitioners have 

been operating on the quality of services delivered. This study focused on the service 

quality dimensions of self-financing engineering institutions at Chennai city. In 

addition, the study focuses on to identify the student's expectations in the learning 

environment, to know the service provided by the self-financing engineering 

institutions for the student's career development and to find the relationship between 

the service quality dimensions of self-financing engineering institutions and the 

customer perception. The descriptive design was adopted in this study and 

Convenience sampling technique was used to collect the data from 200 respondents 

through the structured questionnaire. Statistical tools for percentage analysis and 

variable analysis were examined. The study suggested that the service dimensions of 

reliability, responsiveness, assurance, empathy and tangible are the most important to 

student’s evaluation of service quality, and thus, may have a positive influence. The 

service aspects of each of these dimensions were discussed and it would pave the way 

for the students, parents, teachers, businessmen, industrialists, stakeholders and other 

supporting educational institutions to understand the student needs in the 

contemporary situation. 

Keywords: Service Quality Dimensions; Students Perspective; Higher Education; 

Self-Financing Institutions. 
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1. Introduction 

 With the advent of globalization, education is the backbone of all the human beings.  Education 

is the only way to show the path to the human to carry out his/her lifestyle in the modern business 

world to fulfilling his/her expectations according to their desire. Service quality has become a 

strategic option for many institutions of higher learning around the globe. The role of service quality 

has also become critical to the success of an organization (Landrum, et al 2007). Perception of 

service quality has become paramount strategic importance for an organization due to its influence 

on the post-enrolment communication behaviour of the students (Marilyn, 2005). In the context of 

higher education, student’s perceived quality is an antecedent to student satisfaction (Browne et al, 

1998). It is noted that positive perceptions of service quality can eventually lead to the student 

satisfaction thus satisfied student would attract more students through word-of-mouth 

communications. Therefore, students are the primary customer of every educational institution. India 

ranks 92 in education among 145 countries, shows Legatum Prosperity Index (2015). Only a few of 

the countries in the world give better education to the students. Most of the government are 

providing a fund for the student’s higher education to develop their economy and sustain their 

position in the competitive society. In most of the country’s private educational institutions are 
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providing quality education to the students according to their expectation and also the government 

supports the self-financing institutions for better service quality to the students.  

 The major Service Quality dimensions are taken from Parasuraman et al, 1985 as reliability, 

responsiveness, assurance, empathy and tangible. Service quality dimension is a major tool to 

identify the gap between the expectation of the students and institutions. This study explores the 

service quality dimensions are helpful to identify the services provided by the institutions to the 

students according to their expectation or not.  

 

2. Service Quality Dimensions 

 

 Developing a service quality model to measure the student’s perception on quality is a very 

complex and tedious task because the service quality dimensions cover many areas and therefore, 

and it is not possible to cover all (Hadikoemoro.S, 2002). Due to this reason, the researchers have 

only included those important elements of dimensions in the survey. Parasuraman et al, (1991) 

initially developed ten dimensions and later categorize it into five dimensions. The earlier ten service 

quality dimensions developed by Parasuraman et al, 1985 are as follows:- 

 

1. Reliability: the service is carried out in the way it is promised; 

2. Responsiveness: services are carried out promptly according to the needs of the customers; 

3. Competence: the staffs of the service provider have the knowledge and skills required for 

delivering the service in a proper way; 

4. Access: concerns, e.g. opening hours, physical location, etc; 

5. Courtesy: the staffs are polite, friendly, respectful, etc; 

6. Communication: keeping the customers informed in a language that they can understand and 

listen to them; 

7. Credibility: the service provider is trustworthy, believable and honest; 

8. Security: freedom from danger, risk or doubt; 

9. Understanding the customer: the service provider makes an effort to understand the needs 

and wants of the individual customers; 

10. Tangibles: physical objects that are needed for carrying out the service such as facilities, 

equipment, etc; 

 

 Through an empirical test, the authors later condensed the ten dimensions into five (Parasuraman 

and Berry, 1991; Zeithaml et al, 1990). In their study, the data on the 22 attributes were factor 

analyzed and resulted in five dimensions as follows:- 

 

1. Tangibles: the physical facilities, equipment, appearance of personnel; 

2. Reliability: the ability to perform the desired service dependably, accurately, and 

consistently; 

3. Responsiveness: the willingness to provide prompt service and help customers; 

4. Assurance: employees' knowledge, courtesy, and ability to convey trust and confidence;  

5. Empathy: the provision of caring, individualized attention to customers. 

 

 In the above study, overall quality perception scores were regressed on the SERVQUAL scores 

of the individual dimensions. 
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 3. Literature Review 

 

 Quality in the education sector can be simplified under service quality dimensions as it is 

considered as service because of its characteristics (Dotchin & Oakland, 1994). Student’s 

perceptions of service quality have become the main issue in the management of higher learning 

institutions as students are deemed to be their customers (Brochado, 2009; Hill, 1995). 

 Many researchers carried out numerous studies on how to evaluate service quality and 

subsequently,  Parasuraman et al. (1988) have developed SERVQUAL model (based on functional 

quality rather than technical quality) which has become an adapted model for many to be used for 

measuring of service quality in higher learning institutions (Tan, Wong, Lam, Ooi, Ng, 2010). The 

SERVQUAL model is constructed based on a gap model in terms of the differences between 

perception and expectation. 

 According to Zeithaml (1988) satisfaction is the resultant outcome of institutions administrative 

as well as educational system’s coherent performance. The students will be more satisfied and 

motivated to complete their studies if the institution provides an environment which facilitates 

learning, i.e. the institution contains proper infrastructure for educational utility created according to 

certain well-established parameters for promoting academic development. 

 Crawford and Shutler, (1999) they examine service quality as one of the key elements for a 

higher education institute to achieve success in the competitive market. However, service quality can 

be poor in higher education due to weak students (poor input), lack of focus in teaching system (poor 

delivery services), lack of attention paid to performance standards and measurement, unmotivated 

staff (poor internal evaluation), and neglect of students skills. To overcome these problems higher 

education institutes management and staff should be committed to continuous quality improvement 

in their quality services (academic and administration). All academic and administration members 

must understand that campus processes need constant review to improve services to customers. 

Sproule (2000), found the teachers ability, excellence, coordination and reasonability greatly 

influence the students class performance. The students are greatly influenced by the educational 

activities their teacher coordinates for them.  

 According to Alridge and Rowley (2001), when students perceive the institutions quality and 

standardized learning environment facilitated intellectual progress and that appropriate facility of 

learning and infrastructure, are provided, their interest in their organization will explicitly be 

retained.  

 Palacio, Menses, and Perez (2002) believe that satisfaction actually covers issues of students’ 

perception and experiences during the college years. While most student satisfaction studies focus on 

the perspective of the customer, the researcher is facing a problem of creating a standard definition 

for student satisfaction thus providing a need of customer satisfaction theory to be selected and 

modified so that it can explain the meaning of student satisfaction (Hom, 2002). 

 Alves and Raposo (2010), have found that positive perceptions of service quality have a 

significant influence on student satisfaction and thus a satisfied student would attract more students 

through word of mouth communications. The students can be motivated or inspired by both 

academic performances as well as the administrative efficiency of their institution. 

 The SERVQUAL model used to assess service quality is determined by the size and direction of 

the so-called internal gaps. The gaps are defined as Gap 1 (positioning gap) - between customer 

expectations and management perceptions of those expectations; Gap 2 (specification gap) - 

concerned with management perceptions of customer expectations and the firm’s service quality 

specifications; Gap 3 (delivery gap) - between service quality specifications and actual service 

delivery by employee; Gap 4 (communication gap) - pertains to actual service delivery and external 
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communications about the service (Khodayari and Khodayari, 2011). The SERVQUAL instrument 

is based on Gap 5 (perception gap) is the difference between the customer’s internal perception and 

expectation of the services (Zeithaml, Parasuraman, and Berry, 1990; Akter, Upal, and Hani, 2008). 

 

4. Objectives of the Study 

 

1.  To identify the expectations of the students in the learning environment. 

2. To know the service provided by the self-financing engineering institutions for developing the 

student's career. 

3. To study the relationship between the service quality dimension of self-financing engineering 

institutions with the student’s perception. 

 

5. Methodology of the Study 

 

 Research denotes finding a better solution for the problem. By the way, due to time and cost 

constraint, descriptive type of research is used to conduct the study. The method of data collection 

implemented through primary data. A structured questionnaire is framed and by using a 

conveniences sampling method to collect the data from the target respondent. The target population 

of the study in and around the Chennai city (Chennai, Thiruvallur, and Kanchipuram). The total 

sample size of the study is 200. The statistical analysis for the study is percentage analysis and 

Variable analysis.  

 

5.1 Hypothesis of the study 

 

 H1: There is no relationship between the students’ perspective and selected service quality 

dimensions. 

 

 H2: There is no difference between the students’ perspective and the service provided by the 

self-financing institutions. 

 

6. Conceptual Framework 

 

Figure. 1 Conceptual framework of service quality dimension 
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7. Analysis and Result of the Study 

 

7.1 Profile of the Respondent 

 

 The demographic information’s like Gender, Age, Year of Education, Average CGPA and 

Residential Location. The study of the total sample size is 200. The number of male respondents is 

120, which is 60%, and female respondents 80, which is 40%. The age of the respondent categorized 

in to 18 age is 13%, 19 age is 22.5%, 20 age is 31.5%, 21 age is 18.5%, and 22 age is 14.5%. The 

students year of education categorized into 2nd year 56 students, which is 28%, 3rd year 69 students, 

which is 34.5% and 4th year 61 students, which is 30.5% and 5th year 14 students, which is 7.0%. 

The average CPGA 6.0 CGPA secured by 37 students, which is 18.5%, 7.0 CGPA secured by 88 

students, which is 44%, 8.0 CGPA secured by 48 students, which is 24% and 9.0 CGPA secured by 

27 students, which is 13.5%. The residential location of the respondent belongs to Rural is 21, which 

is 10.5%, Semi-rural is 16, which is 8%, Urban is 136, which is 68%,        Semi-Urban is 19, which 

is 9.5% and others are 8, which is 4%. The demographic data of the Sample is shown in the Table 1. 

 

Table 1 Demographic data of the sample (N=200) 

Sl. No. Variable Particular N % 

1. Gender 
Male  120 60.0 

Female 80 40.0 

2. Age 

18 26 13.0 

19 45 22.5 

20 63 31.5 

21 37 18.5 

22 29 14.5 

3. 
Year of 

Education 

2
nd

 Year 56 28.0 

3
rd

 Year 69 34.5 

4
th

 Year 61 30.5 

5
th

 Year 14 7.0 

4. 
Average 

CGPA 

5.0 0 0.0 

6.0 37 18.5 

7.0 88 44.0 

8.0 48 24.0 

9.0 27 13.5 

5. 
Residential 

Location 

Rural 21 10.5 

Semi-Rural 16 8.0 

Urban 136 68.0 

Semi-Urban 19 9.5 

Others 8 4.0 

 

7.2 Reliability Dimension of Service Quality 

 

 The variable of Reliability in the dimension of service quality is the quality of education, quality 

of service, quality of faculty, quality of laboratory and quality of infrastructure. All the variables are 

analyzed in 5.0 scales from highly satisfied to highly dissatisfy. The reliability dimension of service 
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quality is analyzed with the age factor of the respondent, which is shown in the Table 2 and it is 

represented in the Figure 2.  

  

Table 2 Reliability Dimension of Service Quality 

Sl. 

No. 

Reliability 

Variables/AGE 
18 19 20 21 22 

Average 

in (%) 

1. Quality of Education 66.0 72.0 84.0 61.5 75.5 71.8% 

2. Quality of Service 76.5 65.0 32.5 86.0 45.5 61.1% 

3. Quality of faculty 81.5 73.5 78.0 87.5 92.5 82.6% 

4. Quality of Laboratory 68.5 63.5 75.0 72.5 65.5 69.0% 

5. 
Quality of 

Infrastructure 
53.5 77.5 83.5 91.0 84.0 77.9% 

 

 From 18 to 22 age group, students are highly satisfied with the quality of faculty is 82.6%, 

satisfied with the quality of infrastructure is 77.9%, moderate with quality of education is 71.8%, 

dissatisfied with the quality of laboratory is 69% and highly dissatisfied with the quality of service is 

61.1%. 

 

 
Figure. 2 Reliability Dimension of Service Quality 

 

7.3 Responsiveness Dimension of Service Quality 

 

 The variable of responsiveness in the dimension of service quality is the completion of syllabus, 

faculty involvement, faculty motivation, management contribution and Innovation & creativity. The 

responsiveness dimension of service quality is analyzed with the Average CGPA of the students, and 

it is shown the Table 3. 

Table 3 Responsiveness Dimension of Service Quality 

Sl. 

No. 

Responsiveness  

Variables / CGPA 
5.0 6.0 7.0 8.0 9.0 

Average 

in (%) 

1. Completion of syllabus 0 68.5 89.0 90.5 95.0 85.7% 

2. Faculty Involvement 0 87.5 91.5 88.0 96.5 90.8% 

3. Faculty Motivation 0 78.5 89.5 83.5 91.5 85.7% 

4. 
Management 

Contribution 
0 63.0 78.5 89.5 94.0 81.2% 

5. 
Innovation and 

Creativity 
0 61.0 69.0 86.5 97.5 78.5% 
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  From the above analysis, Average CGPA students are highly satisfied with the Faculty 

Involvement is 90.8%, Satisfied with the Completion of syllabus and faculty motivation is 85.7%, 

dissatisfied with the management contribution is 81.2%, and highly dissatisfied with innovation and 

creativity is 78.5%. 

 

7.4 Assurance Dimension of Service Quality 

 

 The variable of assurance in the dimension of service quality is the cultural & Sports, Industrial 

Visit & Guest lecturer, Symposium & Seminar, Training, Placement & Internship. The Assurance 

dimension of service quality analyzed with Year of education of the students, and it is shown in the 

Table 4. 

 

Table 4 Assurance Dimension of Service Quality 

Sl. 

No. 

Assurance  Variables / 

Year of Education 
2

nd
  3

rd
  4

th
  5

th
  

Average 

in (%) 

1. Cultural & sports 78.5 89.5 68.5 52.5 72.2% 

2. 
Industrial Visit & Guest 

Lecture 
68.5 66.5 56.5 45.5 59.2% 

3. Symposium & Seminar 81.5 89.5 78.5 65.5 78.7% 

4. Training 52.5 65.5 81.5 46.5 61.5% 

5. Placement & Internship 78.5 95.5 97.5 85.5 89.2% 

 

 From the above analysis, students from the year of education is highly satisfied with the 

placement and internship is 89.2%, satisfied with the Symposium and Seminar is 78.7%, moderate 

with the Cultural and Sports is 72.2%, dissatisfied with the training is 61.5% and highly dissatisfied 

with the industrial visit and guest lecture is 59.2%. 

 

7.5 Empathy Dimension of Service Quality 

 

 The variable of Empathy in the dimension of service quality is the Counselling, Parental Care, 

Individual Attention, Special Coaching and Career growth. The Empathy dimension of service 

quality analyzed with the Residential location of the students is shown in the Table 5. 

 

 From the above analysis, students from the residential locations are highly satisfied with the 

counselling is 89.7%, satisfied with the parental care is 87.6%, moderate with the special coaching is 

81.1%, dissatisfied with the individual attention is 76.9% and highly dissatisfied with the career 

growth is 75.8%. 

 

Table 5 Empathy Dimension of Service Quality 

Sl. 

No. 

Empathy  

Variables / 

Residential 

Location 

Rural S.Rural Urban S.Urban Other 
Average 

in (%) 

1. Counselling 89.5 92.5 89.5 81.5 95.5 89.7% 

2. 
Parental 

Care 
90.5 95.5 78.5 82.0 91.5 87.6% 
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3. 
Individual 

Attention  
83.5 78.5 65.5 71.5 85.5 76.9% 

4. 
Special 

coaching 
81.5 98.5 73.5 68.5 83.5 81.1% 

5. 
Career 

Growth 
68.5 65.5 76.5 74.0 94.5 75.8% 

 

7.6 Tangible Dimension of Service Quality 

 

 The variable of Tangible in the dimension of service quality is the Hostel Facility, Bus Facility, 

Wi-Fi Facility, Digital Library Facility and Research Centre. The Tangible dimension of service 

quality analyzed with Gender of the students is shown in the         Table 6. 

 

Table 6 Tangible Dimension of Service Quality 

Sl. 

No. 

Tangible Variables / 

Gender 
Male Female 

Average 

in (%) 

1. Hostel Facility 81.5 76.5 79.0% 

2. Bus Facility 94.5 89.5 92.0% 

3. Wi-Fi Facility 78.5 81.5 80.0% 

4. Digital Library Facility 95.5 98.5 97.0% 

5. Research Centre 89.5 93.0 91.7% 

 

 From the above analysis, students are highly satisfied with the digital library facility is 97%, 

satisfied with the bus facility is 92%, moderate with the research centre is 91.7%, dissatisfied with 

the Wi-Fi facility is 80%, and highly dissatisfied with the hostel facility is 79%. 

 

8. Discussion of Findings 

 

 The reliability dimension of service quality is analyzed with the age factor of the students. From 

the analysis, students are highly satisfied with the quality of and highly dissatisfied with the quality 

of service. The responsiveness dimension of service quality is analyzed with the Average CGPA of 

the students. From the analysis, students are highly satisfied with the Faculty Involvement and 

highly dissatisfied with innovation and creativity. The Assurance dimension of service quality is 

analyzed with the year of education of the students. From the analysis, students are highly satisfied 

with the placement and internship and highly dissatisfied with the industrial visit and guest lecture. 

The Empathy dimension of service quality is analyzed with the residential location of the students. 

From the analysis, students are highly satisfied with the counselling and highly dissatisfied with the 

career growth. The tangible dimension of service quality is analyzed with the gender of the students. 

From the analysis, students are highly satisfied with the digital library facility and highly dissatisfied 

with the hostel facility. 

 

9. Suggestion and Recommendation 

 

 Now a day’s student can access the various sources like internet, e-books and journal, digital 

library to develop their skills. Self-financing institutions and faculty have to focus on funding 

projects to develop their academic growth. 

 Management of self-financing institutions are built and strengthened the lab equipment, 

facilities beyond the regular academic 
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 Students are eager to get the practical exposure from the expert from industrialist, researchers 

and young & successful business people apart from the syllabus content. 

 Most of the self-financing institutions are fully covered by ERP software to monitor the 

students’ performance in both academic and non-academic. Tutor and counselor are taking 

initiative to mold the students according to the industries expectations. 

 Management and faculties have to ensure the tangible service qualities are fulfilling the 

students’ requirement according to their demand. 

 

 10. Conclusion 

 

 The modern business world is fully focused on the young and energetic people to develop their 

nation. The quality of education is the major source for all the individuals. From the study, students’ 

perspective about the service quality dimensions of              self-financing institutions in and around 

the Chennai city is in developing stage. The expectation and perspective of the students are 

immeasurable with the limited service quality dimensions. The demographic variable of the study 

has analyzed and correlated with the reliability, responsiveness, assurance, empathy and tangible are 

not correlated with the students’ perception and the service provided by the self-financing 

institutions in India. The majority of the research about the service quality dimensions with related to 

the higher education of the students is not their expectation level. From the study and analysis, the 

research concludes the students’ satisfaction level is moderate about the service quality of the self-

financing institution in the preferred location.     
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