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ABSTRACT

This study was carried out to Examine SERVQUAL Model on Students’ Satisfaction in Higher Learning Institutions in Tanzania as a case of the Local Government Training Institute (LGTI). The Institute is one of the Tanzanian public higher learning institutions found in Dodoma city. The Institute currently offers Certificates, Diploma and Bachelor degree programs in the fields of Local Government, Finance and Accounting, Procurement, Community Development, Records and Human Resource Management. The objective of the study was to examine the SERVQUAL Model on students’ satisfaction at LGTI. And analyze: (i) the significant relationship between tangible dimension and students’ satisfaction, (ii) the significant relationship between assurance dimension and students’ satisfaction, (iii) the significant relationship between reliability dimension and students’ satisfaction, (iv) the significant relationship between responsiveness dimension and students’ satisfaction and (v) the significant relationship between empathy dimension and students’ satisfaction. The data collection instrument for this study was a questionnaire which consists of five SERVQUAL Dimensions: tangibles, assurance, reliability, responsiveness and empathy were distributed to 220 Diploma and Bachelor Degree respondents. The data were analyzed with SPSS 20 software in generating the mean and standard deviation and the correlation results. Study findings indicated the existence of statistically-significant positive (though moderate) relationship between the SERVQUAL Dimensions and Student Satisfaction.

Keywords: Servqual Model, Students, Higher Learning Institutions, Students’ Satisfaction.
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CHAPTER ONE

INTRODUCTION

1.1 
Background of the Study

Service Quality and Students’ Satisfaction in Higher Learning Institutions has become of critical concern globally including Tanzania. Higher education as a source of social, political, and economic growth, and the knowledge provided in the process of acquiring a higher education, a source of national competitiveness (Abedi, 2018). Following the fact that assessment of service quality is very complicated, education being one of the services is complicated too during assessment of its quality (Mashenene, 2019). Higher education institutions globally have established quality assurance units in order to monitor and harmonize quality standards. 
In this era of increasing competition in higher education, institutions are required to play a significant role in assessing service quality to encourage students’ satisfaction.

Following the liberalization of political and socio-economic policies in the late 1980s and mid1990s in Tanzania, high demand for social services including higher education led to formulation of higher education policy and opening up of private sector involvement in the provision of higher education. Since then, higher education has experienced an unprecedented expansion through establishment of both new private and public Higher Learning Institutions. 
The number of Higher learning institutions has also been on increase from 1 University College 1961 to 156 Universities and Non-Universities Tertiary Institutions by January 2021 (Undergraduate Admission Guidebook for 2020/2021 Academic year). Considering the different modalities and practices of establishing higher learning institutions, there are currently institutions of different sizes and shapes in the country. Also within institutions there are different categories and subcategories of units such as schools, colleges, faculties, departments and training centers. As an outcome of this expansion, competition among higher learning institutions in Tanzania is intensifying. Unfortunately, no study has been done to assess the level of students’ satisfaction at Local Government Training Institute.

Parasuraman, Zeithaml and Berry (1985) introduced the SERVQUAL model consisting of ten dimensions which is Reliability, Responsiveness, Competence, Access, Communication, Credibility, Security, Understanding and Tangible. It has been widely used in the service marketing field over the years. However, the ten dimensions of SERVQUAL have been compressed to five dimensions by Parasuraman et al., (1988) which is Tangible, Reliability, Responsiveness, Assurance and Empathy. The model works on the philosophy that customers typically assess service quality by comparing the perceived service quality with the service they desire or expect.

This study examines the SERVQUAL Model on students’ satisfaction at Local Government Training Institute (LGTI). And it analyzes: (i) the significant relationship between tangible dimension and students’ satisfaction, (ii) the significant relationship between assurance dimension and students’ satisfaction, (iii) the significant relationship between reliability dimension and students’ satisfaction, (iv) the significant relationship between responsiveness dimension and students’ satisfaction, (v) the significant relationship between empathy dimension and students’ satisfaction by the perception of current NTA LEVEL 6 and NTA LEVEL 8 students.

1. 2 
Statement of the Problem

In today's competitive academic environment where students have many choices available to them, determinants that enable higher learning institutions to meet students’ satisfaction should be seriously studied. Measuring students’ satisfaction is vital to an institution’s performance and continuous improvement on the services provided (Hassan et al., 2018). The image of the university has a positive and significant effect on student loyalty and satisfaction (Purwanto, 2020). Providing the best service is a key to success in surviving the competition (Zeithaml, Berry, &Parasuraman, 1996, Nguyen et al., 2020). Universities as academic institutions should continue to innovate, diversify their structures and find new ways to provide their services more effectively to their customers (Rahman et al., 2020).

In other words quality service is not only limited to the lecturers and notes received in class or advice and guidance given by lecturers during the consultation hours, but it also includes students experience while interacting with the various non-academic personnel and components in the Institute, the physical infrastructure provided such as students accommodation, seminar rooms, lecture rooms, library facilities, computing facilities, social space and external aspects of being a student (Devinder and Data, 2003). Despite an increase in the competition of higher learning institutions in Tanzania, little has been done to assess students` satisfaction on service quality provided at LGTI. This study fills that gap by examining SERVQUAL Dimensions (tangibles, assurance, reliability, responsiveness and empathy) on students’ satisfaction.

1.3 
Research Objectives

1.3.1 
General Objective
The main objective of this study was to Examine SERVQUAL Model on Students’ satisfaction at LGTI.

1.3.2 
Specific Objectives
i. To analyze the significant relationship between tangible dimension and students’ satisfaction

ii. To analyze the significant relationship between assurance dimension and students’ satisfaction

iii. To analyze the significant relationship between reliability dimension and students’ satisfaction

iv. To analyze the significant relationship between responsiveness dimension and students’ satisfaction

v. To analyze the significant relationship between empathy dimension and students’ satisfaction

1.4
 Research Questions

i. What is the significant relationship between tangible dimension and students’ satisfaction?

ii. What is the significant relationship between assurance   dimension and students’ satisfaction?

iii. What is the significant relationship between reliability dimension and students’ satisfaction?

iv. What is the significant relationship between responsiveness dimension and students’ satisfaction?

v. What is the significant relationship between empathy dimension and students’ satisfaction?

1.5
Relevance of the Research

The study results are useful to different stakeholders including policy makers, the public, HLIs and academicians in various ways as presented hereunder. To policy makers particularly the Ministry of Education, Science and Technology, results have practical application in designing better initiatives and interventions in supporting HLIs materially and financially for the purpose of improving learning infrastructures and capacity building. To HLIs the findings also help to get the basis for prioritization in intervention programs given the facts that resources are scarce. To academicians, the study findings pave the way for further study by highlighting the gaps to be filled in HLIs service quality and student satisfaction.

1.6
 Organization of the Report

Chapter one covers: Introduction, statement of the problem, Research objectives (general and specific objectives), research questions and significance of the study. Chapter two covers: Literature review that explains conceptual definition of terms used in the study (students’ satisfaction, quality service, quality and satisfaction), theoretical literature review, empirical literature review, research gap, Conceptual framework, statement of hypothesis and general summary. Chapter three covers research methodology that explains the methods which were used in the entire study: Research strategies, description of the study area, study population and data collection, sources of data, sampling and sampling technique. Chapter four covers: Presentation of the findings and analysis of the data that were collected from the study area. Chapter five covers: Discussions of the important findings of the study and chapter six covers: Conclusion and recommendations on the important findings of the study.

CHAPTER TWO

LITERATURE REVIEW

2.1 
Overview

Literature review explains conceptual definition of terms used in the study (students’ satisfaction, quality service, quality and satisfaction), theoretical literature review, empirical literature review, research gap, Conceptual framework, statement of hypothesis and general summary of the chapter. 

2.2 
Conceptual Definitions

2.2.1 
Students’ Satisfaction

According to Kara et al., (2016) Satisfaction is an overall customers’ attitude towards a service provider, the emotional reaction that anticipates that service received is of higher quality. Student’s satisfaction is achieved when actual experiences meet or exceed students’ expectations in higher education institutions, where students are considered as primary customers (Paricio, 2017). The ultimate aim of providing quality service is to ensure that customers are satisfied with the service experience and the service provider (Dib and Alnazer, 2013). 

High students’ satisfaction is creating a collaborative network of graduates with massive potential of promoting organizational reputation and position in the competitive market (Paricio, 2017).Therefore, focusing on student satisfaction not only enables higher learning Institutions to re-engineer their organizations to adapt to student needs, but also allow them to develop a system for continually monitoring how effectively they meet or exceed students’ needs (O`Neill, 2003). With an increasingly competitive and dynamic educational environment, universities are becoming more aware of the importance of student satisfaction (Usman, 2010). Positive feedback on the student learning environment is associated with better learning outcomes and higher level of satisfaction (Ling and Seng, 2013).

2.2.2
Service Quality in Higher Learning Institutions

What does service quality mean in the context of higher learning institutions? It is much harder to identify what quality actually is, how it can be recognized and how it can be measured. Service quality is a concept that has inspired considerable interest in research (Islam and Himel, 2018). Different researchers view service quality in different views.   Kandeepan et al., (2019) defines service quality as the extent to which a service meets customers’ needs or expectations. Also Kotler, (2005) defines service quality as a model that describes the condition of customers in the form of expectations of services from past experiences, word of mouth promotion, and advertising by comparing the services they expect with what they receive/feel. In the context of this study, students are the main stakeholder in HLIs, thus the discussion on service quality in HLIs is emphasized on the service quality from the perspective of students (Galifa & Batalle, 2010). 

Educational institutions are recognized as ‘service industry’ and have a more significant emphasis on meeting the expectations and needs of their customers (Afridi, 2016). Outstanding service quality gives an organization a competitive advantage which maximizes growth (Mustaffa et al, 2019). Service quality of education can be considered as an important marketing idea for higher educational institutions in the current era (Deuren & Lhaden, 2018). Universities must demonstrate achievable support to students by enhancing value in service to influence students’ level of satisfaction, which is the measure often used to assess educational quality Ei-Hilali et al., (2015). Higher Learning Institutions will continue to feel pressured due to demands from students’ expectations on service quality (Tari and Dick, 2016). Therefore, providing good quality of educational services can ensure greater satisfaction of students in higher educational institutions (Coleman, 2005; Kalam & Mahonta, 2017).

2.2.3 
Service Quality and Students Satisfaction

Although students’ satisfaction is commonly used to indicate quality, researchers again vary in their standards measurement in higher education. An approach to evaluate student’s satisfaction is by student survey, which will capture their educational experiences into an overall satisfaction score (Douglas et al., 2015).  In the absence of consensus about how satisfaction should be assessed and analyzed from an academic perspective, the difficulty of student satisfaction is further illustrated (Cheng et al., 2016). In this way, the association between service quality and customer satisfaction has emerged as a topic of significant and strategic concern (Cronin and Taylor, 1992).In general, perceived service quality is an antecedent to satisfaction (Spreng and Mckoy, 1996). Hence, a proper understanding of the antecedents and determinants of customer satisfaction can be seen as to have an extraordinarily high monetary value for service organization in a competitive environment (Lassar, Manolis and Winsor, 2000).

2.3 
Theoretical Literature Review

Different models on service quality and customers’ satisfaction have been developed by various authors to assess the level of customer satisfaction. The following are some of them:

2.3.1 
SERVQUAL Model

Parasuraman, Zeithaml and Berry (1985) introduced the SERVQUAL model consisting of ten dimensions which is Reliability, Responsiveness, Competence, Access, Communication, Credibility, Security, Understanding and Tangible. It has been widely used in the service marketing field over the years. However, the ten dimensions of SERVQUAL have been compressed to five dimensions by Parasuraman et al., (1988) which is Tangible, Reliability, Responsiveness, Assurance and Empathy. The model works on the philosophy that customers typically assess service quality by comparing the perceived service quality with the service they desire or expect (SQ is established from the difference between perception and expectations SQ = P - E). Since product quality is tangible and can be measured by objective indicators like performance, features and durability. Service quality on the other hand is intangible (Allred et. al., 2000). Any differences between consumer viewpoints and the organizations perceptions of consumer view points on quality are important to identify and determine the level and quality of service provided (Douglas and Connor, 2003).

Teaching is classified as highly intangible, because service is performance or actions rather than objects, they cannot be seen, felt, or tested in the same way that one can sense a tangible good. Moreover, this model is used to demonstrate a present condition of service quality by providing the gap score between perception and expectation (Ali and Raza, 2017). Parasuraman et al., (1988) highlights five key determinants of perceived service quality namely:

i. Tangibles- representing the service physically, are defined as the appearance of physical facilities, equipment, staff appearance and communication materials that are used to provide service. 

ii.  Assurance- Inspiring and confidence, is defined as the employees knowledge and courtesy and the ability of the Institute and its employees inspire trust and royalty between its employees individual students

iii. Reliability- the ability to perform the promised service dependably and accurately means the Institute delivers on the promises regarding delivery service right the first time and honors its promises over a period of time.

iv.  Responsiveness- being willing to help, is defined as willingness or redness of the Institute to help students and provide prompt service. This dimension emphasizes recommendations from students’ perceptions on service quality should be used for improvements.

v.  Empathy- Treating students as individuals, is defined as caring individualized attention that the Institute provides to its students. The customer (students) needs to feel understood by the institute that provides service for them.

2.3.2 
SERVPERF Model
The SERVPERF model was developed by Cronin and Taylor (1992, 1994). This was the result of their investigation into the conceptualization and measurement of SQ and the relationships between SQ, consumer satisfaction, and purchase intentions. They argued that mere perceptions could be adequate for measuring SQ and that expectations should not be included in the measurement. In developing SERVPERF, the researchers eliminated the expectations component from the SERVQUAL model. The result was the single score perceptions-only model, a service performance-based model as a measure of the SQ construct. The SERVPERF scale has been interpreted as an improvement on the SERVQUAL instrument. The model suggests that SQ is an important antecedent of consumer satisfaction and that consumer satisfaction has a significant effect on purchase intentions. 

The SERVPERF Model has been widely used to measure perceived service quality in sectors such as retailing, banking, restaurants, telecommunication, catering, airlines, hotels, hospitals, automotive, and education (Landrum et al., 2009). The instrument has been described as the best fit for the assessment of service quality and satisfaction because of its high reliability and validity. It has been used to investigate service quality as well as the relationships between service quality and customer satisfaction. According to several scholars, the SERVPERF Model has the potential to measure service quality in higher learning institutions. 

2.3.3 
HEdPERF Model

The HEdPERF Model was developed by Abdullah (2005) as it is more specific and inclusive with respect to the field of higher education. HEdPERF is a 41-item instrument consisting of five dimensions: (i) academic aspects, (ii) non-academic aspects, (iii) program issues, (iv) reputation and (v) access. Brochado (2009) conducted a study of comparing HEdPERF Model with other alternative scales of service quality at tertiary level and found that the five variables of HEdPERF had higher correlation with student satisfaction. The HEdPERF Model is based on the SERVPERF scale, which considers the specific determinants of service quality in higher education. Some scholars have pointed out that HEdPERF is the most developed scale in the literature to measure service quality in higher education. Since 2014, some researchers have used the HEdPERF scale to measure service quality but they remain few when compared with SERVQUAL and SERVPERF. Ali et al., (2016) conducted another study on Public Universities in Malaysian context applying HEdPERF. Findings of the study reveal that all the variables of service quality in the field of tertiary have a positive impact on student satisfaction having an impact on the image of institutions in turn with an influence on student loyalty. 

2.4 
Empirical Review

There have been some studies on students’ satisfaction in higher learning institutions over the years as analyzed in this chapter: Eerie-Eke, et al., (2020) conducted a study on Service Quality, Student Satisfaction and Student Retention in Small Private Colleges in South Africa. Findings of the study indicated the existence of statistically-significant positive (though Moderate) associations between dimensions of service quality and student satisfaction as well as between student satisfaction and student retention. Similarly, Cahyono, et al., (2020) conducted a study on Impact of Service Quality, University image and Students Satisfaction towards Student Loyalty at higher learning institutions. Results concluded that student satisfaction has a significant effect on student loyalty. 
Moreover, Twum, & Peprah, (2020) conducted a research on Students’ Satisfaction at the Valley View University, Ghana, School of Business. The results of the study showed that service quality and its dimensions of assurance, tangible, and responsiveness provided were very satisfied, however, Empathy was moderately satisfied. It has also confirmed satisfaction can be 100% accounted for by service quality dimensions of Assurance, Tangible, Responsiveness, Reliability and Empathy. The study recommends that the School of Business must attend to student’s needs by providing individual attention to solving the unique challenges of students.

In Tanzania, Mwangoso et al., (2015) conducted a study on Service Quality Gap in Higher Education using the SERVQUAL model at Moshi University College of Cooperative and Business studies (MUCCoBs). It was found that Overall service quality perceptions are significantly negative as compared to students’ expectations with a gap score of -1.611. Students’ taking non-degree programs were found to significantly differ from degree and postgraduate students’ viewpoints about service quality with the largest observed difference in “Reliability” and “Responsiveness” dimensions. 
Likewise, Mashenene (2019) conducted study on the effect of service quality on students' satisfaction in Tanzania higher education. The results show that the SQ index of all SQ dimensions and the overall SERVQUAL index was negative implying that the SQ was negative. The regression results indicate that tangibles, reliability, empathy and assurance have a negative effect on students’ satisfaction. The study recommends that the college management needs to improve tangibles, reliability, empathy and assurance in order to minimize students’ dissatisfaction toward SQ of education services offered by the College of Business Education, Dodoma Campus.

2.5 
Research Gap

There have been some studies conducted to assess students’ satisfaction and service quality in higher learning institutions over the years: Mwangoso et al., (2015), Cahyono et al., (2020), Twum, & Peprah, (2020), Eresia-Eke, et al., (2020), and Mashenene (2019) however, this seems to be the first students’ satisfaction study at LGTI. Therefore, the study has found a gap in knowledge to fill. 

It is very important for any higher learning Institution to possess knowledge about customers’ satisfaction in order to provide better service to them. Levels of students’ satisfaction influence current students’ propensity to recommend the institution to other potential students. Conversely, students’ dissatisfaction leads to a negative word of mouth that would tarnish the reputation of the Institution (Mansori, et al 2014). All the five SERVQUAL Dimensions (Tangibles, Assurance, Reliability, Responsiveness and Empathy) have their importance in higher learning institutions and playing the vital role on students’ satisfaction; whenever there is any kind of lack in the service quality dimension, it will ultimately affect the students’ satisfaction negatively. 
2.6 
Conceptual Framework
Based on the previous studies which have been mentioned, this study examines SERVQUAL Dimensions on student satisfaction in Tanzania HLIs. In this study, students’ satisfaction has been examined as a dependent variable and the five (5) perceived service dimensions have been considered as independent variables. The independent variables include: Tangibles, Assurance, Reliability, Responsiveness and Empathy.




Figure 2.1: Conceptual Framework 
2.7 Theoretical Framework

The SERVQUAL five dimensions developed by Parasuraman et al., (1988) which is: Tangibles, Assurance, Reliability, Responsiveness and Empathy have been chosen in this study to assess the level of respondents’ satisfaction with service quality provided at LGTI. The five SERVQUAL dimension is more applicable in assessing students’ satisfaction since it has been tested to be the most certain instrument over the years. This model is popular in studies that seek to measure service quality and customer satisfaction and it has been used by several researchers to measure the same (Temba, 2013; Daniel & Berinyuy, 2010). The SERVQUAL has a potential as a reliable measurement instrument and the perception sub scale as a robust measurement of service quality (Kilbourne et al., 2004).

Factors Influencing Students’ Satisfaction

.
Figure 2.2: Parasuraman SERVQUAL Dimension 
Source: Kumar, et al. (2009).
2.8 
Statement of Hypothesis

In this study five hypotheses are suggested with brief analysis as proposed by Beaumont & Goatman (2012).

HP1: There is a significant relationship between tangible and student satisfaction.

HP2: There is a significant relationship between assurance and student satisfaction.

HP3: There is a significant relationship between reliability and student satisfaction.

HP4: There is a significant relationship between responsiveness and student satisfaction.

HP5: There is a significant relationship between empathy and student satisfaction.

2.9 Summary
This chapter discusses various concepts used, theories/ models, conceptual framework, research gap and other findings from various studies in terms of its significance and support to this study. This chapter also attempts to examine the relationship between SERVQUAL Dimensions (tangibility, assurance, reliability, responsiveness, empathy) and overall students’ satisfaction in HLIs.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 
Overview

Research methodology explains the methods which were used in the study. Research design, study population, description of the study area, data collection, sources of data, sampling and sampling techniques are to be covered in this chapter.

3.2 
Research Design

Research design is the systematic plan to study a scientific problem. It shows time frame, respondents, tools which were used as well as geographical area where the research was conducted (Jones, 2004). Research design under this context is the population of study and case study which is LGTI. The reason of choosing this area of study was that it enables me to get more detailed information.

3.2.1
 Population of the Study

Population is the collection of all elements to whom survey results are to be generalized (David, 2004). Population refers to an entire group of individuals, events or objects having common observable characteristics. In other words, population is the aggregate of all conforms to a given specification. This study covered the current diploma and bachelor degree students of LGTI (NTA LEVEL 6 and NTA LEVEL 8) from the Department of: Human Resources Management (DHRM), Local Government Administration and Management (DLGAM), Local Government Administration and Finance (DLGAF) and Community Development (DCD). The choice of this population of study was due to the fact that these respondents have stayed longer in the Institute than others, something which enables them to judge the service quality offered by the Institute and their levels of satisfaction on such services.
3.2.2
 Area of the Study

The study was conducted at LGTI which is situated in the outskirts of Dodoma city. The Institute was established by Act of Parliament No.26 of 1994 as a body corporate.  The Institute was established to serve as a practical-oriented – professional center for demand-driven training, research, advisory and consultancy services in the fields of Local Government Finance, Administration, Community Development and Management. The area of study was deliberately chosen by the researcher due to the fact that it is the area which is one among the Higher Learning Institutions in Tanzania and where the `problem exists. Also, the researcher is an employee of LGTI-Dodoma and thus, his familiarity with the area of the study helped to simplify the study.
3.3 Sampling Design and Procedure

In this research information was collected from students at LGTI. Kothari (2006) defines sampling as the process of selecting representatives from a population of interest or refers to the part of the research plan that indicates how case study to be selected for the observation population. But selecting representatives from a population of interests depends on the research problem.

3.3.1 Stratified Random Sampling

Stratified sampling is a technique of sampling whereby the total population is split into different groups. When the population embraces a number of distinct categories, stratified sampling (Kothari, 2006) can be applied to this case. Elements with similar characteristics are placed into similar categories and then representatives from each group by either simple random sampling or systematic sampling. Stratified random sampling techniques were used to select respondents among NTA Level 6 and NTA Level 8 in various programs offered by the institute. The selected strata are the students who have stayed longer in the institute than others.

3.3.2 
Sample Size

Mackden (2000) defines sample size as the number of items to be selected from the universe to institute a sample. According to Kothari (2006) for descriptive study 10% of the population is an adequate sample. The size of the selected sample was 220 from a population of 2200 which constitutes all programs as shown in the table below. Stratified sampling technique has been used to determine the sample size from each stratum by the use of this formula. N=n. Pi whereby; N=Sample size per stratum, n= Total sample size, p=population per stratum and i=Total population.

Table 3.1: Sample Size

	S/N.
	Program
	Population
	Sample Size
	Percent (%)

	1
	DHRM
	224
	22
	10.0

	2
	DRAIM
	216
	22
	10.0

	3
	DLA
	470
	47
	21.4

	4
	DLF
	200
	20
	9.1

	5
	DPSM
	190
	19
	8.6

	6
	DCD
	880
	88
	40.0

	7
	DLGAM.2
	20
	2
	0.9

	
	TOTAL
	2200
	220
	100


Source: Research data, (2021)
3.4 Variables and Measurement Procedures

3.4.1 
Data Collection

There are two types of data which were collected from the source, which is quantitative and qualitative. Qualitative data: Are data that is obtained by means of word description from the students. They are non-statistical data that can not be manipulated quantitatively. Qualitative data include what students’ say and feel. Quantitative data:  Involves data collected in form of numbers rather than words description and this data was collected by the use of Questionnaires.

3.4.2 Sources of Data

There are two sources of data which are: secondary and primary data. Primary data in this study was collected from Diploma and Undergraduate students who have stayed longer in the Institute. This enabled the researcher to collect first-hand information concerning students’ opinions on quality service provided by the Institution. Secondary data in this study was obtained from various documents of the organization. In this case the researcher used registration books and a portal to get the registered number of students, journal and other related materials to review written documents to obtain the important information concerning students’ satisfaction level

3.4.3
Data Collection Instrument
The study instrument is designed around the validated SERVQUAL dimensions. Parasuraman et al., (1988), developed the SERVQUAL Model as an established framework for the measurement of general service quality and student satisfaction. The SERVQUAL model consists of 26 items regarding service attributes. Statements (in both the expectations and perceptions sections) are grouped into five dimensions: (a) Tangibles; (b) Assurance; (c) Reliability (d) Responsiveness and (e) Empathy. The data collection instrument for this research was a questionnaire and is consists of six items using a 6-point Likert scale, where; 6=very satisfied (VS.), 5=Satisfied (S), 4=Somehow Satisfied (SS), 3=Dissatisfied (D), 2=Very Dissatisfied (VD) and 1=Not Applicable (N/A). Questions were distributed to the Respondents to fill in the space provided.

Table 3.2: SERVQUAL Dimensions and 6-Points Likert Scale for Data Collection

	SN
	Dimensions
	6=Very Satisfied (VS)
	5=Satisfied

(s)
	4= Somehow Satisfied (SS)
	3= Dissatisfied
(D)
	2= Very Dissatisfied

(VD)
	1= Not applicable (N/A)

	1
	Tangible 
	
	
	
	
	
	

	2
	Assurance 
	
	
	
	
	
	

	3
	Reliability 
	
	
	
	
	
	

	4
	Responsiveness 
	
	
	
	
	
	

	5
	Empathy 
	
	
	
	
	
	


Source: research data, (2021)
3.5 Data Processing and Analysis

Data analysis refers to the computation of certain measures along with searching for patterns of relationships that exist among data groups (Kothari, 2006). The data was analyzed with SPSS 20 computer software in generating the mean and standard deviation. In measuring the relationship between variables, regression and correlation analysis was used. The reliability of the scale was tested using Cronbach’s alpha values for all SERVQUAL dimensions and students’ satisfaction. The reliability specifies the strength and consistency of the instrument used.  All of the factors had an Alpha above the recommended 0.70; this confirms that the measurement instrument which was used was both valid and reliable. Moreover, Cronbach’s Alpha was used by many previous studies to measure reliability of instruments used (Mwongoso et al., 2015; Mashenene 2019).
Table 3.3: Cronbach’s Alpha Dimension Results
	Dimensions
	No. of items
	Perceived

Cronbach’s  Alpha
	Expected

Cronbach’s Alpha

	Tangibles Assurance

Reliability Responsiveness Empathy
	7

6

5

4

5
	0.908

0.887

0.874

0.854

0.881
	0.938

0.926

0.914

0.906

0.894


Source: research data, 2021
CHAPTER FOUR

FINDINGS

4.1 Overview

This chapter presents the findings of the analyzed data that were collected from the field. The main purpose of this study was to examine the SERVQUAL Model on students’ satisfaction in Higher Learning Institutions. The presentation and analysis of the data were done based on the study objectives.

4.2 Demographic and Social Characteristics of the Respondents
Table 4.1 provides a demographic profile of the respondents who participated in this study. A total number of 98 (45%) of the respondents were males, while 122 (55%) of respondents were females. It shows that the majority of the respondents in this study were females. Respondents as per program of study were: Diploma in Human Resource Management 22 (10%), Diploma in Records Information and Archives Management 22 (10%), Diploma in Local Government Administration 47 (21.4%), Diploma in Local Government Accounting and Finance 20 (9.1%), Diploma in Procurement and Supply Management 19 (8.6%), Diploma in Community Development 88 (40%) and Bachelor Degree in Local Government Administration and Management second year 2 (0.9%). 
In terms of age of the respondents 105 (48%) belong to the age of 16 to 20 years, 87 (39%) respondents belong to the age of 21 to 25 years and 28 (13%) respondents belong to the age of 26 to 30 years. Therefore, the total number of respondents was 220.

Table 4.1: Demographic Characteristics of the Respondents

Characteristics                       Frequency                      Percent (%)

SEX DISTRIBUTION

MALE                                             98                              45                                                     

FEMALE                                         122                              55

AGE

16-20 Years                                     105                             48                                                                                                                                                                                                        

21-25 Years                                      87                              39

26-30 Years                                      28                              13                                                                                                                                                           

PROGRAM OF STUDY

DHRM                                             22                             10.0

DRAIM                                            22                             10.0

DLA                                                      47                              21.4

DLF                                                       20                              9.1

DPSM                                                   19                              8.6

DCD                                                      88                             40.0

DLGAM                                                2                               0.9

Source: Research Findings, (2021)
4.3 Dimensions and Structure of the Questionnaires
Structured questionnaires for each scale of all five SERVQUAL Dimensions (tangibles, assurance, reliability, responsiveness and empathy) as independent variables and   willingness questionnaires as dependent variables were distributed to the respondents based on their study programs. Table 4.2 below shows the number and arrangement of the questions which were distributed to the respondents: Dimensions related to tangibles include questions 1 to 7 and analyzes physically tangibles and visible assets important for providing quality education (for example equipment, infrastructure, computer adequacy, teaching materials and library). 
Dimension related to assurance represented by questions 8 to 13 and analyzes knowledge and courtesy of academic and non-academic staff and their ability to convey trust and confidence. Dimensions related to reliability represented by questions 14 to 18 analyze the ability to deliver the promised service accurately and dependably (for example to resolve student problems, keep time as promised to do so and consistent grading). Dimension related to responsiveness includes questions 19 to 22 and analyzes the attention directed towards students in order to provide prompt service and dimension of empathy includes questions 23 to 26 and is related to individualized attention and care which is provided to students and their specific needs and last one is a willingness test which measure students’ satisfaction and willingness to resume studies at the Institute once offered again.
Table 4.2: Dimensions and Structure of the Questionnaires

	S/No.
	Dimensions 
	              Question Number

	1
	Tangibles
	               1-7

	2
	Assurance
	               8-13

	3
	Reliability
	               14 -18

	4
	Responsiveness
	               19-22

	5
	Empathy
	               23-26

	6
	Willingness test
	               27-32


Source: Research Findings, (2021)
4.4 
Scoring System
Table 4.3: Scoring System
	Numeric

Scale
	                  Numeric Likert 

                         Scale 
	Scaled Response

	6
	                         6.0-6.99
	Very Satisfied (VS)

	5
	                         5.0-5.99
	Satisfied (S)

	4
	                        4.0-4.99
	Somehow Satisfied (SS)

	3
	                        3.0-3.99
	Dissatisfied (D)

	2
	                                      2.0-2.99
	            Very Dissatisfied (VS)

	1
	                        1.0-1.99
	Not Applicable (N/A) 


Source: Research Findings, (2021)
An adopted SERVQUAL questionnaire (Parasuraman, Zeithaml & Berry 1988) was used as an instrument for primary data collection where a Six-point Likert scale was used as a scaling technique. The scale was defined so that very satisfied is coded as 6, satisfied as 5, somehow satisfied as 4, dissatisfied as 3, very dissatisfied as 2 and not applicable as 1. Questionnaires were personally administered to 220 respondents. The scoring system and the scaled response for verbal interpretation are shown in Table 4.3.
4.5 Descriptive Statistics of the Variables in the Model of the Study
Table 4.4 presents a descriptive statistics of the students’ satisfaction per dimension as participated in the study. For the dependent variable: student satisfaction contains of six (6) items, while for the independent variable service quality, each of the dimension starting with tangibility contains seven (7) items, assurance six (6) items, reliability five (5) items, responsiveness four (4) items and empathy contains four (4) items, totaling thirty-two (32) items. 
According to the scores presented below the mean score of student satisfaction was (5.233 on a 6-point scale) followed by service quality dimensions with an overall mean of 4.91 (on a 6-point scale). For each dimension, tangibles score the highest (5.045 on a 6-point scale), followed by reliability (5.038 on a 6-point scale), assurance (4.98 on a 6-point scale), empathy (4.745 on a 6-point scale) and responsiveness (4.485 on a 6-point scale). The overall mean for service quality is 4.91, which can be concluded as students were somehow satisfied with overall service quality.

Table 4.4: Descriptive Statistics of the Variables in the Model of the Study

	S/N
	Dimensions
	Qns. No
	Mean
	Std. Deviation

	1
	Tangibles
	1-7
	5.045
	1.034

	2
	Assurance
	8-13
	4.93
	.883

	3
	Reliability
	14-18
	5.038
	1.034

	4
	Responsiveness
	19-22
	4.485
	.855

	5
	Empathy
	23-26
	4.745
	1.106

	6
	Willingness test
	27-32
	5.233
	.849


Source: Research Findings, (2021)
4.6 Descriptive Statistics of General Satisfaction
The results of the descriptive statistical analysis of the scales for general students’ satisfaction on service quality offered by the Institute are presented below. The highest expected mean score from the measurement scale was 6 (very satisfied) and the lowest score was 1 (Not Applicable). Each item established from SERVQUAL dimension as a measurement tool to determine variables with highest and lowest level of satisfaction were carefully used as shown in table 4.5 below. As you may see the highest mean score for item under independent variables was “Lightning in classroom” (mean=5.50; sd: .808=), followed by “Availability of lecturers to assist you” (5.43; 3.480) while the lowest scores were “Channels for expressing students complains are readily available” (4.35; 1.220) and “Queries, inquiries, requests and claims of students are handled and resolved timely and promptly” (4.37; 1.211) 
This indicates that the lowest satisfaction towards the service provided was related to responsiveness and the highest was related to tangibles. However, it can also be seen here that tangibility items had the highest overall score. For the dependent variable (student satisfaction), the item "I am satisfied with my decision to choose this Institute" (5.33; 988) score the highest while "If have a choice to do it all over again, I still will enroll in this Institute" (5.09; 0.937) score the lowest.

Table 4.5: Descriptive Statistics for General Satisfaction

	S/N
	Dimension
	Mean
	Std. Deviation

	1. Appearance of Institute buildings are modern and visual likable
	5.21
	.802

	2. Learning facilities in classroom i.e. chairs, tables etc
	5.24
	849

	3. Lighting in classroom
	5.50
	.808

	4. Degree to which class rooms and study rooms are comfortable
	4.77
	1.044

	5. Computer adequacy provided in the lab for students
	4.47
	1.199

	6. Access for Library for Personal Studies
	5.26
	.975

	7. Adequacy of hostels for student’s accommodation
	4.57
	1.102

	8. Friendly and courteous lecturers.
	4.79
	1.149

	9. Lectures research efficiency/ productivity
	5.10
	.896

	10. lecturers are innovative and agents to change
	4.98
	.984

	11. Security measures at your institute
	5.06
	1.094

	12. Quality of service  is at high level
	4.74
	1.007

	13. The degree to which institute keeps record accurately
	4.91
	4.303

	14. The general reliability of lecturers i.e. Keep time/don’t cancel classes.
	4.80
	1.012

	15. Academic staff applies consistent grading criteria.
	4.93
	.883

	16. The institute provides its service at a time it promises to do so
	4.69
	1.105

	17. Teaching capacity of lecturers/proficiency
	5.34
	.810

	18. Availability of lecturers to assist you
	5.43
	3.480

	19. Lecturers capacity to solve problems when they arise
	4.75
	1.106

	20. Capacity of non-teaching staff to solve problems when they arise
	4.47
	1.144

	21. Channels for expressing students complains are readily available
	4.35
	1.220

	22. Queries, inquiries, requests and claims of students are handled and resolved timely and promptly.
	4.37
	1.211

	23. The degree to which academic staff understands students’ needs.
	4.64
	1.027

	24. The degree to which academic staff shows positive attitudes towards students.
	4.75
	1.106

	25. The extent to which lecturers are sympathetic and supportive to the needs of students
	4.86
	.855

	26. Institute is fair and unbiased in the treatment of individual students.
	4.73
	1.093

	27. I A m satisfied with my decision to choose this Institute
	5.33
	.988

	28. If I have a choice to do it all over again, I still will enroll in this Institute
	5.09
	1.034

	29. My choice to enroll in this Institute is a wise one.
	5.18
	.917

	30. I a m happy on my decision to enroll in this Institute
	5.26
	.981

	31. I made the right decision when I decided to enroll in this Institute.
	5.26
	.937

	32. I am happy that enrolled  in this Institute
	5.28
	.961


Source: Research Findings, (2021).
4.7 Relationship between Service Quality Dimensions and Students’ Satisfaction

Pearson’s correlation analysis was used to test the relationships that were hypothesized in the study. Table 4.6 below presents the findings of the correlation analysis primarily testing the hypothesis that suggested that there is the relationship between the five (5) SERVQUAL Dimensions and satisfaction. As shown below, the five service quality dimensions have statistically significant relationships with student satisfaction in all cases. However, the strongest and weakest relationships exist to service quality and student satisfaction. From the output, empathy has the strongest relationship with satisfaction followed by Reliability, Tangibles, responsiveness and Assurance. 
Table 4.6: Results of Correlation Analysis for Service Quality Dimensions and Student Satisfaction

                                                                                   Dimensions             Satisfaction
 Tangibles                 Correlation Coefficient                    0.372 *                  0.134 *

                                       Sig. (2-tailed)                              0.000                     0.000

 Assurance                Correlation Coefficient                    0.326 *                  0.071 *

                                        Sig. (2-tailed)                             0.000                     0.000

 Reliability                Correlation Coefficient                    0.378 *                  0.119 *

                                         Sig. (2-tailed)                            0.000                     0.000

 Responsiveness       Correlation Coefficient                    0.339 *                   0.096 *

                                         Sig. (2-tailed)                           0.000                      0.000

 Empathy                  Correlation Coefficient                    0.415 *                   0.117 *

                                          Sig. (2-tailed)                           0.000                      0.000

*Correlation is significant at the 0.05 level (2-tailed).
Source: Research Findings, (2021)
The relationship between tangibility and student satisfaction is r=0.372 meaning that tangibility has a moderate relationship toward satisfaction similar with assurance (r=0.326), reliability (r=0.378) and responsiveness (r=0.339). Only empathy shows a stronger relationship with satisfaction with r=0.415. Moreover, the results indicate that both dimensions are highly correlated and very significant with one another. Therefore, the results proven that the service quality dimensions (tangibility, assurance, reliability, responsiveness and empathy) have a significant relationship with students’ satisfaction.

CHAPTER FIVE

DISCUSSION OF THE FINDINGS

5.1 
Overview

In this chapter of the study discussions of the important findings of the study are reviewed in terms of its significance and support by other studies. The presentation and discussion of the findings were done based on the study objectives.

5.2
Discussion

The purpose of this study was to examine SERVQUAL Model on Students’ Satisfaction in Higher Learning Institutions in Tanzania. As discussed in the literature review, all the hypotheses were developed using prior studies. Study findings indicate the existence of statistically-significant positive (though moderate) relationship between service quality dimensions and student satisfaction. This finding corresponds with the study of Eerie-Eke, et al., (2020) which indicated the existence of statistically-significant positive (though Moderate) associations between dimensions of service quality and student satisfaction. 
Empathy dimension has stronger relationship with students’ satisfaction with r=0.415 followed by Reliability, Tangibles, responsiveness and Assurance. This study finds that empathy plays a crucial and an influential role toward satisfaction by referring back to the meaning of empathy: “Treating students as individuals, caring individualized attention that the Institute provides to its students. Hasan et al., (2008): O’Neill and Palmer (2004) argued that empathy is a dimension that is significant with satisfaction, although the strongest support for this finding is actually from Maushart (2003) as he found that when student show a high satisfaction with their college experience, it is due to the formal and informal contact with their lecturer. It is understandable to the reason why the contact with the lecturers seem to play an important role because according to Clewes (2003) the process of teaching and learning is actually the central part to students’ evaluation of service quality. It could have an effect toward students’ evaluation on satisfaction. The students need to feel understood by the institute that provides service for them”. However, both Dimensions of service quality affect student satisfaction significantly. Thus, it confirms what other literature suggests which is that, by improving service quality it may potentially improve the students’ satisfaction.

As indicated in table 4.5 above the highest mean score for item under independent variables was “Lightning in classroom” (mean score=5.50; sd: .808=), followed by “Availability of lecturers to assist you” (5.43; 3.480) while the items with the lowest scores were “Channels for expressing students complains are readily available” (4.35; 1.220) and “Queries, inquiries, requests and claims of students are handled and resolved timely and promptly” (4.37; 1.211) which means that the lowest satisfaction towards the service provided was related to Responsiveness and the highest was related to tangibles. However, it can also be seen here that tangibility items had the highest overall mean scores than any other dimension. 

For the dependent variable (student satisfaction), the item "I am satisfied with my decision to choose this Institute" (5.33; 988) score the highest while "If have a choice to do it all over again, I still will enroll in this Institute" (5.09; 0.937) score the lowest. This result provides a useful insight into the importance of service quality and improved the standard services offered by LGTI. Yusof et al., (2019) maintained that students’ satisfaction and loyalty are the most important keys to determine the most appropriate strategic management to ensure successful long-term performance for public and private institutions. Cronin and Taylor (1992) states that focusing on student satisfaction will enable institutions to adapt to student needs and continuously monitor the delivery of services as a way of increasing student satisfaction. 

CHAPTER SIX

CONCLUSIONS AND RECOMMENDATIONS

6.1
Overview

This final chapter of the study presents conclusions and recommendations on the important findings of the study. The conclusion and recommendations of the findings were done based on the study objectives.

6.2
Conclusion

This study highlighted findings for service providers on the importance and relationship of Service quality dimensions and students’ satisfaction. It is noted that these five dimensions (Tangibles, Assurance, Reliability, Responsiveness and Empathy) have a significant relationship with students’ satisfaction. Although all dimensions significantly relate to students’ satisfaction, empathy contributed more than any other dimensions. It shows that the students expect the Institute to provide much individualized attention. Student satisfaction can be increased by improving service quality offered by the Institute. 

6.3
Recommendations

The study recommends the Institute to invest more in training on customer care to its service personnel, where much attention must be directed towards students in order to provide prompt service on time. LGTI has to introduce reliable channels for expressing students ‘complaints and new incentives that will motivate academic and non-academic staff to deal with students politely and give adequate individual attention on customer care. The study also recommends that the Local Government Training Institute should improve quality of its service by prioritizing in empathy, responsiveness and assurance. 

6.3
 Areas for Future Research 

Based on the findings from this study, the recommended areas for further research include the following: First, study should be conducted including more than one higher learning institutions in the sample for generalization. Second, future studies can be conducted with the application of service performance- SERVPERF model and HEdPERF Model. Finally, further studies may be conducted in a framework where academic staff and non–academic staff of the higher learning institutions are considered as internal customers and assessed whether SERVQUAL Model could be generalized across these employees.
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APPENDICES

Appendix 1: Questionnaire 
I Boniphace Richard Kumburu, A Student pursuing Masters in Human Resource Management at Open University of Tanzania. I’m carrying out a study on Examining SERVQUAL Model on Students’ Satisfaction in Higher Learning Institutions. I would be happy if you could help me to answer the following questions. Thank you.

BACKGROUND OF RESPONDENTS

	S/NO
	RESPONDENTS BACKGROUND
	PUT A TICK (V)

	1
	Gender
	(A) Male

	
	(B) Female

	

	2
	Age
	(A)  16……..20

	
	(B)  21……..25

	
	(C)  26……..30

	
	(D) Above 

	

	3
	Nationality
	(A)  Tanzanian

	
	
	(B) Non Tanzanian

	

	4
	Primary education attained
	(A)  Public school

	
	
	(B)  Private school

	

	5
	Secondary education attained
	(A)  Public school

	
	
	(B)  Private school

	

	6
	Certificate/ Diploma level
	(A)  Public college

	
	
	(B)  Private college

	

	7
	Program  of study
	(A)  DHRM

	
	(B)  DLA

	
	(C)  DRAIM

	
	(D)  DLF

	
	(E)  DPSM

	
	(F)  DCD

	
	(G)  DLGAM


Append1x 2: Satisfaction
Satisfaction: The following statements deal with the level of satisfaction on Service quality experienced at LGTI for your lifetime. Please, Show the extent to which these statements reflect your level of satisfaction.

Put a Tick (V) on your choice of answer.

	S\N
	Dimensions (Items)
	6=Very Satisfied (VS) 
	5=Satisfied (S)
	4=Somehow Satisfied (SS)
	3=Dissatisfied (D) 
	2=Very dissatisfied (VD)
	1=Not Applicable (N/A

	
	TANGIBLES

	1.
	Appearances of the Institute buildings are modern and visually likeable.
	
	
	
	
	
	

	2.
	Learning facilities in classrooms i.e. chairs, tables.etc.
	
	
	
	
	
	

	3.
	Lighting in classrooms
	
	
	
	
	
	

	4.
	Degree to which class rooms  and study rooms are comfortable
	
	
	
	
	
	

	5.
	Computer adequacy provided in the lab for students
	
	
	
	
	
	

	6.
	Access for library for personal studies
	
	
	
	
	
	

	7.
	Adequacy of hostels for students  accommodation
	
	
	
	
	
	

	
	ASSURANCE

	8.
	Friendly and courteous lecturers.
	
	
	
	
	
	

	9
	Lectures research efficiency/ productivity
	
	
	
	
	
	

	10.
	Lecturers are innovative and agents to change
	
	
	
	
	
	

	11.
	Security measures at your institute
	
	
	
	
	
	

	12
	Quality of service  is at high level
	
	
	
	
	
	

	13
	The degree to which institute keeps record accurately
	
	
	
	
	
	

	
	RELIABILITY

	14.
	The general reliability of lecturers i.e. Keep time/don’t cancel classes.
	
	
	
	
	
	

	15.
	Academic staff applies consistent grading criteria.


	
	
	
	
	
	

	16.
	The institute provides its service at a time it promises to do so
	
	
	
	
	
	

	17.
	Teaching capacity of lecturers/proficiency
	
	
	
	
	
	

	18.
	Availability of lecturers to assist you
	
	
	
	
	
	

	
	RESPONSIVENESS

	19.
	Lecturers capacity to solve problems when they arises
	
	
	
	
	
	

	20.
	 Capacity of non-teaching staff to solve problems when they arises
	
	
	
	
	
	

	21.
	Channels for expressing students complains are readily available
	
	
	
	
	
	

	22.
	Queries, inquiries, requests and claims of students are handled and resolved timely and promptly.
	
	
	
	
	
	

	
	EMPATHY

	23.
	The degree to which academic staff understands students’ needs.
	
	
	
	
	
	

	24.
	The degree to which academic staff shows positive attitudes towards students.
	
	
	
	
	
	

	25.
	The extent to which lecturers are sympathetic and supportive to the needs of students
	
	
	
	
	
	

	26.
	Institute is fair and unbiased in the treatment of individual students.
	
	
	
	
	
	

	         WILLINGNESS QUESTIONS.

	27
	I Am satisfied with my decision to choose this Institute
	
	
	
	
	
	

	28
	If I have a choice to do it all over again, I still will enroll in this Institute
	
	
	
	
	
	

	29
	My choice to enroll in this Institute is a wise one.
	
	
	
	
	
	

	30
	I Am happy on my decision to enroll in this Institute
	
	
	
	
	
	

	31
	I made the right decision when I decided to enroll in this Institute.
	
	
	
	
	
	

	32
	I am happy that enrolled  in this Institute
	
	
	
	
	
	


Thank you for your response
Reliability
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