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OF HIGHER EDUCATION

Ulewicz RP

Abstract: The quality of provided educational service p&sception by students as well as
employers in the market is an important elemerth@positioning of future employee in
the labour market. We can conclude that the congplebf the university with an
established reputation can help in a graduate caréere is therefore a necessity, not only
statutory but also market, to research quality iatebrity of provided educational services.
The article presents research results of qualitpro¥ided services based on the level of
satisfaction of students majoring in ManagementRiatiuction Engineering at the Faculty
of Management of the Czestochowa University of Tedbgy. The study will be expanded
in the future on the results of perception of gyabf educational services from the
perspective of employers who employ students olyaed university.
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Introduction

Dynamically changing requirements (expectationsptfrnal stakeholders
(students) as well as external stakeholders (erepoythe labour market) require
from the university to take action to provide ps#®nal educational service
tailored to the current market situation. In orteincrease the competitiveness of
the Faculty of Management there were carried aegarch aimed at the indication
of the areas, in the opinion of students (the fitage of the research), in which the
implementation of improvement activities will be apportunity to enhance the
reputation of the organization in the market ofedional services [1, 2].

The student is a link located on the input and wutgd processes carried
out at the university and in fact it assesses tkéiciency and effectiveness.
Therefore, the Faculty of Management of theg¢stazchowa University of
Technology is still looking for answers to the dims what are the actual
expectations of customers (students and emploirers)ation to co-operation with
the university and what are their needs in relatmmeducational service offered.
Proper identification of customer needs and quatlofing their changes allows
you to adjust to the demands of the market andsgihe possibility of high
positioning in the ranking of universities. It tsetefore important to use tools that
allow you to study potential needs of students past employers as well as the
degree of their satisfaction. For the process @liuimprovement and external
concerning previously provided educational serigcerucial to know the opinion
of internal stakeholders.

Y Prof. Robert Ulewicz, Czestochowa University of Technology, Facultafnagement
B corresponding author: ulewicz@zim.pcz.pl

254



POLISH JOURNAL OF MANAGEMENT STUDIES

Ulewicz R.

Quality management

Complexity of management of service company, wisde university, is
a typical mix of mutual contacts. The university; €xample, an academic teacher,
an administrative clerk, porter, etc., each sepbrabntacts with the customer that
IS in our case with the student [3+6]. Howeverw# look more broadly at the
problem of receiving the quality of the educatiosatvice it turns out that the
customer is not only the student but also the eygp|ahat is the labour market,
which will be monitoring part, controlling and euating the quality of service
provided[6]. University in order to obtain a sustble advantage must continually
increase the quality of its services. Achievingstigoal at the Faculty of
Management is implemented through the use of arriat system of education
quality assurance based on the ISO 9001 systeriswu

According to the authors, W. E. Sasser, P. R. QlBe. Wyckhoff, Ch.
Gronroos, U.L.J. Lehtien, R. C. Lewis |. B.H. Boomsality of services was
determined as a function of two variables, the etgi®mns of providers and their
actual experiences during the provision of serviceQuality of service is a
measure that indicates in what extent the impleatiemt of specific experience
meets the expectations of the customer. Identifyihg level of customer
expectations requires determining what criteria @sed by purchaser evaluating
quality of service, also at the stage of formulgtiheir expectations. Ch. Grénroos
distinguished two aspects of quality of serviceghhical quality of service and
functional quality of service.

Servqual

According to Parasuraman, Zeithaml and Berry [8jardless of the type
of service, consumers basically use the same ieriter assess quality. Service
quality is a general opinion the client forms reljag its delivery, which is
constituted by a series of successful or unsuagesgperiences. Managing gaps in
service will help the company improve its qualBut gaps are not the only means
clients use to judge a service. They can also wsebfoad-based dimensions as
judgment criteria: reliability, tangibility, respsibility, security and empathy [9].
A tool supporting the quality measurement in thev§aal method is a model of
gaps. Gaps are characterized by differences tleathar cause of delivering poor
quality of services [10+14. These differences betwpgerceptions and expectations
are addressed in the quality in service model shiafigure 1. SERVQUAL is an
instrument to measure quality that stems from thadel and works with the
difference in scores (gaps) in the form of a qoestaire. The model’s five gaps
are shown in Table 1.
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Figure 1. Model of quality of services according té®arasuraman, Zeithaml and Berry
Source: Parasuraman, A.; Zeithaml, V. & Berry, Lcénceptual model of service
quality and its implications for future researclouinal of Marketing, vol. 49, 1985.

Table 1. Model’s five gaps

Gaps

Description

Couse

Gapl

Is the discrepancy that camn

exist between the perception

of executives and the real
expectations of consumer

Management’s failure to
correctly identify client
expectations.

Gap 2

Is the discrepancy betwee
management's perception
client expectations and the
specifications of service
quality, that is,

it is the supply of low
quality even though the
company has appropriate
procedures.

5
n
D
Y

Limited resources, lack of

operational tools to bring

the client’s voice to service

specifications;

management’s indifference

and

rapid change in market

conditions.

Gap 3

Is the discrepancy
between service quality
specifications and the
service actually
delivered.

Lack of knowledge about
specifications, lack of
ability to carry out the

specified or lack of
commitment by
collaborators.
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Is the discrepancy betwee

h Lack of communication andi

the service’s specified the client does not know
Gap 4 quality and what the what to expect or more is
company communicates promoted than actually
externally. delivered.
Is the difference between
Gap 5 what the client expects ang A gap or a series of gaps
what the company actually from 1 to 4.
delivers.

The SERVQUAL scale (questionnaire) has two sections to map client
expectations in relation to a service segment amedother to map perception in
relation to a certain service company [15]. Thetfpart contains statements that
illustrate consumers expectations of a service thrdservice provider (O). The
second part contains statements concerning thagsatof the given service
provider (P). All statements are divided into fileading attributes: material
infrastructure of service, service reliability, sgeof service, professionalism,
empathy. Forming expectations regarding varioutifea of service provision and
the evaluation of the fulfilment of these expectasi is carried out based on the
scale from 1 to 7, where 1 - means that with gist&iement respondent totally
disagrees, and 7 - means that it completely agvehst.

The third additional part of the survey is formelhtin the form of
assessments that aim to identify the importancether recipient of 5 leading
attributes by distributing 100 points between thgyi0]. Summing, perceived
quality of services results from the comparisonthyy client (student) of service
expected by him with the service received. Diagadrfactors affecting perceived
quality of service is shown in Figure 2.

PERSONAL PAST
RS FSHSREIEES NEEDS EXPERIENCE
Dimensions of Service Quality v
e EXPECTED
1. Access y SERVICE
2. Communication
3. Competence 2+
4. Courtesy
5. Credibility SERVICE PERCEIVED
6. Reliability QUALITY SERVICE QUALITY
7. Responsiveness GAP
8. Security
9. Tangibles
10. Understanding
! PERCEIVED
= SERVICE

Figure 2. Determinants of perceived service quality
Source: Parasuraman, A.; Zeithaml, V. & Berry, IA:conceptual model of service
quality and its implications for future researclouinal of Marketing, vol. 49, 1985.
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Servqual and learning assessment

The original SERVQUAL scale uses 22 questions tasuee the five
dimensions of service quality: reliability, tandityi, security, empathy and
responsibility. In carried out research questiorsenadjusted to the specificity of
quality research of educational services. Thereliwated the number of questions
to 20 by drawing on the literature data [6, 10,T%ble 2 shows modified sheet of
Servqual method, which was used in the surveyshefquality of educational
services in Management and Production Engineeield 6f study at the Faculty
of Management.

Table 2. SERVQUAL - expectations questionnaire addpd to Higher education
services

Tangibility |
1. | Excellent university should be equipped in a eradvay (computers, laboratories,
multimedia classrooms).
2. | Accommodations in a excellent university shchddattractive, clean neat.
3. | The staff and teachers of an excellent uniyersitist present themselves (clothes,
cleanliness, etc.) in manner appropriate to thesitipns.
4. | Materials related to provided services in exaslluniversity (the content of the
lectures, magazines, publications, etc.) must beenty understandable and
accessible.
Reliability |
5. | When the excellent university promises to do ething at a certain time keeps |its
promise.
6. | When a student has a problem, excellent uniyeshiows sincere interest and helps
to solve it.
7. | Excellent university performs teaching serviicea professional way, at high leve
8. | Excellent university ensures that the informatand data (plans and grid classes,
ECTS credits, etc.) are published without errors.
Responsibility |
9. | The staff and academic teachers of in an extellaiversity always inform about
the date of service performance (the deadline dbrgssion of documents, credit
courses, graduation, etc.)
10. | Excellent university performs all administratiand educational services efficiently.
11.| The staff and academic teachers of an excalleiversity, always show good wijll
by helping students.
12.| In an excellent university staff and teachems always available and ready |to
explain the doubts, which may have their students.
Security |
13. | The behaviour of teachers and of employees ixaellent university should inspire
confidence in students.
14. | The staff and teachers of in an excellent usitseshould be polite to the students|
15. | Excellent university students do not have comcaoncerning the realization |of
educational service.
16. | Academic teachers of excellent university nhaste the knowledge, which alloyws
answering questions from students.
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Empathy |
17. ] Excellent university has convenient office lo(dean's offices, Deans, consultafion
of workers) for all students.

18. | In excellent university are employed workerd asademic teachers who treat each
student as an individual

19. | Excellent schools focus on the best servicstiodents.

20. | Teachers and employees of excellent univessityld understand the specific needs
of their students.

These questions should be scored on a Likert $cate 1 to 7. Rating 1
means the lowest expectations of the student wipect to a given question / area,
while rating 7 means the highest expectations wéhpect to area of given
guestion. In case of the second part of the sliegntent Table 3) in which was
tested student experience, the meaning of eachatiai is shown in Table 4.

Table 3. Part of the SERVQUAL — performance (studet experience) questionnaire
adapted to Higher education services
Tangibility |
1. | Your university is equipped in a modern way.
2. | Accommodations in your college are clean, nadtattractive.

3. | The staff and teachers in your university prefig@mselves in a manner appropriate
to their positions.

Table 4. The grading scale in Servqual survey - parmance (student experience)

1 2 3 4 5 6 7
Little

Satisfactory

Mediocre Weak

Satisfactory| Good Very good| Excellent

Then the student had the task of assigning wei@ghttal 100 points) to

particular groups of attributes, indicating a gradppriority. This task is shown in
Table 4.

Table 4. Weights of university attributes
Groupof attributes Number of points

The material infrastructure of service.

The ability of university to provide services irrgliable and

honest way.

Granting assistance to students and timely pravisid

services.

Knowledge of university workers and teachers, tkgidness

reliability and the ability to gain confidence.

Empathy of employees and teachers.

Total 100 points

Data for theanalysis of the qualitgf the teaching process
Studies using the proposed structure of Servquaeguwere conducted on
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the Management and Production Engineering fieldtodly for full-time and part-
time students. In surveys 101 people participat@éo of respondents are studying
full-time and part-time studies 28%. Because wften assumed that women tend
to have higher expectations and are therefore wgritreal in assessing the services
compared to men, an analysis of respondents wagsdaut in respect of gender.
Women accounted for 54% of respondents. Figureo®/sta summary of answers
results of student expectations in relation to srellent university, and Figure 4
shows the results of meeting expectations (expegjeaf a student at the Faculty
of Management. Figure 5 shows the differences tmtvwbe actual situation and
the expected in each group.
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Figure 3. Summary of the results of average valuesf the responses of student's
expectations in relation to the perfect university
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Figure 4. Summary of the results of average valuexf responses of meeting
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The overall unweighted indicator was -1.72 (Tabletad was obtained as
a result of: summarizing for each surveyed assessnté each assertion (within
each attribute) and dividing them by the sum ofinetain a given attribute,
summarizing the results of the previous stageldfuaveyed and dividing them by
the number of surveyed and then the results weeeaged (added together and
divided by the number of attributes).
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Figure 6. The difference between the experience afstudent at the Faculty
Management and the expectations

SERVQUAL weighted index, which already takes intc@unt importance
for surveyed students of the individual attributésassessment of the quality of
educational services, it amounted to -0.43 (Tahldt svas obtained after summing
for each respondent assessments of each asseutithin(each attribute) and
dividing them by the sum of assertions in givenilaite, multiplying for each
respondent's score for each of the attributes dhbyverage weight of importance
assigned to a given attribute by the respondembnsng these weighted results
from all the attributes, summarizing the resultalbsurveyed clients and dividing
these results by the number of surveyed.

Table 5. The results of unweighted and weighted qlity assessments of educational
service at Management and Production Engineering did of study at the Faculty of
Management of Czstochowa University of Technology

Groupof attributes Evaluation of the We(l)?r;t:r?/?ggshty
. X .
[Average* weighf quality of services [Average* weight
The material infrastructure of service. -1.62 -0.29
The ab_|I|ty of university to provide services 202 .0.38
in a reliable and honest way.
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Granting assistance to stu_dents and timely 186 035
provision of services.
Knowledge of workers and university
teachers, their kindness, reliability and the -1.46 -0.37
ability to gain confidence.
Empathy of employees and teachers. -1.65 -0.31
Average. -1.72 -0.43

Obtained results show generally good estimatioth@fducational process
at Management and Production Engineering fieldtoflys There are, however,
differences between the implementation and the @safiens of the student, they
concern mainly services provided throughout theufacnot only on the examined
direction. Relatively low is assessed the fulfilmesf the attributes of the
institution's capacity to provide services in aafgle and honest way (unweighted
difference -2.02). Students in this area have Vg expectations in the field of
engaging of the university in solving student peafis (until 62% of respondents
have very high expectations rating 7 - questiom@jle the Faculty at the moment
according to 50% of respondents, implements thisgss for the assessment of 4
and 5. The second statement (attributes Empathynpfoyees and teachers) where
there is the greatest difference between the astugltion and the expectations is
the availability of administrative and academidfsfsurvey item 17). As many as
50% of respondents have very high expectationsnraf) while only 3% of
respondents rated the situation on 7. The greatesber of votes received grade 4
- 26 % and 5 - 25%. Highly were evaluated statemf&nin a group of knowledge
of workers and university teachers .., which intisa high academic
professionalism and high teaching and research npake After comparing
unweighted and weighted results of evaluations urdeh quality attributes there
can be drawn similar conclusions. Comparing obthinesults based on sex,
women have much higher demands on the service&gdpathe biggest difference
Is noticeable in physical attributes of the sernand empathy of employees.

Summary

Carrying out Servqual survey and analysis of resalliowed assessing the
quality of educational service at Management ar@tdrition Engineering field of
study. On average, for each group of attributesfanthe whole there was obtained
negative value. This means that the expectatiorsguodients who participated in the
study were higher than the perception of the aseraice. The overall average for five
groups of service quality attributes is -0.43. Timdicates a great opportunity for
improvement in the entire service providing cydé.the Management Faculty are
carried out activities aimed at continuous improgammof educational services. At
Faculty operates an internal system of quality rasee, the purpose of which is to
meet the expectations of internal and externalebllers. The system takes into
account the needs of internal stakeholders andnakteTherefore, an important
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element in the process of improving the gqualitysefvices is knowledge on the
perception of the service by the beneficiariesithemployers. It was only knowledge
of the quality of service from the point of viewtbe employer and graduate as well as
the university employee will allow a comprehensigssessment of provided
educational services by the Faculty of Management.
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ZASTOSOWANIE METODY SERVQUAL DO OCENY JAKO SCI UStUG
EDUKACYJNYCH NA UCZELNI WY ZSZEJ

Streszczenie Jaka¢ swiadczonych ustug edukacyjnych, jej postrzeganipistudentow,
jak i pracodawcoéw na rynku jest istotnym elementemmiejscawiania przysztego
pracownika na rynku pracy. Memy stwierdzi, ze ukaiczenie uczelni o ugruntowanej
renomie mae pomoc w karierze absolwenta. Istnieje zatem kaniéc¢, nie tylko
ustawowa, ale tale rynkowa, do badania ja@ i integralndci swiadczonych ustug
edukacyjnych. W artykule zaprezentowano wyniki agkkosci swiadczonych ustug na
podstawie poziomu satysfakcji studentéw kierunkuzz@zanie i Irkynieria Produkcji na
Wydziale Zarzdzania Politechniki Ggstochowskiej. Badanie zostanie w przyseto
rozbudowane o wyniki postrzegania j&&b ustug edukacyjnych z perspektywy
pracodawcow, ktdrzy zatrudngggtudentéw analizowanej uczelni #szej.

Stowa kluczowe: servqual, zamgzanie jakécia, wyzsze wyksztaicenie, zaydzanie
ustugami.
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