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ABSTRACT

The purpose of this study is to determine the level of service quality for student
management at Open University Malaysia (OUM), Sarawak Learning Centre,
Kuching. At the same time, we also wanted to find out how satisfied the students are
with the university and whether students satisfaction are influenced by service quality.
To obtain the data for this study, questionnaires were distributed to the students during
their tutorial. The questionnaire was developed based on the SERVQUAL model.
SERVQUAL is a very popular model in the study of service quality developed by
Parasuraman in 1998. The model consists of 22 items grouped according to 5
dimensions namely tangibility, reliability, responsiveness, assurance and empathy
with the constructs designed to measure service quality and relationship to overall
satisfaction. The data gathered was processed and analysed using the SPSS version 17.
We conducted the relevant tests, such as the regression analysis, correlations, and
cross tabulations to obtain the mean, median and the descriptive statistics which were
used to determine the level of service quality at OUM and students satisfaction. The
study results showed that both service quality and students satisfaction at OUM are
quite high. And our tests also discovered that there is a positive relationship between

students satisfaction and service quality.
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CHAPTER ONE
INTRODUCTION

1.1 Introduction

The importance of service quality cannot be ignored in this modern
competitive environment. In fact, service quality is generally recognized as a critical
success factor in a firm’s endeavors to differentiate itself from its competitors. Service
quality is a subject of much concern to everyone. We often heard of people talking
about service quality of the banks, restaurants, government departments and agencies,
clinics, etc. ’

Over the past two decades, a great deal of research has been carried out on the
topic of service quality. It is regarded as a driver of corporate marketing and financial
performance (Buttle, 1996, p.8). It has also been put forward as a critical determinant
of competitiveness (Lewis, 1989), and a source of lasting competitive advantage
through service differentiation (Moore, 1987).

Customer satisfaction is the key to a business (Mustafa et al, 2007) which
satisfy the acceptance of a service will be assessed by the customer. To become a
leading higher education institutions, customer satisfaction with the quality of
education in these institutions should achieve a satisfactory level. According to Ashraf
and Ibrahim (2009) the quality of education is difficult to measure and where it is
defined include learning outcomes received by educators and students of the
institution's own environmental conditions. Therefore, customer ratings on quality of
higher education is comprehensively in institutional organization (Haque, 2004) and
not only focused on specific parts only.

For an educational institution that the majority of the clientele are students,
then emphasis should be given to charging their lessons throughout the period of their
studies at the institute. Similarly, in terms of faculties in university, according to
Baharum (2003), Faculty of Education and Faculty of Management focuses on
learning and teaching, while the Faculty of Engineering Public focus on academic

management.



