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Abstract: The quality of service plays a very significant role in determining the satisfaction 

level of the customers. In education system, the main stakeholder is students and the 

satisfaction of students is very important for attaining high standards of education and 

creating good image of any education institutions. The main objective of this research paper 

focuses on the concepts of service quality and level of students’ satisfaction. It also examines 

the factors in service quality dimensions i.e. Responsiveness, Tangibility, Assurance, 

Empathy and Reliability (SERVQUAL model) that contribute most to achieve the 

satisfaction among selected students. For the purpose of the study, 150 samples were selected 

by convenient sampling method. The data was analyzed with the help of mean and standard 

deviation.  The researchers have found that most of the students are satisfied with the services 

provided by universities. Such findings can help universities to make better strategies and 

planning to improve students’ satisfaction in higher education institutions & universities. 

Suggestions for future research are made and limitations are also highlighted. 
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1.0 INTRODUCTION 
Service industries play an increasingly significant role in the economic development 

of any country. Quality of service is a key for success of any organization in this 

modern era of cut throat competition. The higher education sector is considered as an 

intangible service, as the sector possesses all the unique characteristics of services. 

Higher Education is one of the most important service sectors in this modern business 

as it has to satisfy more than one type of customers. Higher education institutions 

have to deal with the satisfaction of students, parents, teaching and non teaching 

staffs, corporate sectors and society at large. 

Measuring the service quality in higher education is one of the important research 

areas now days. To measure the service quality in higher education, different models 

and dimensions are used viz. SERVQUAL Model, HEdQUAL Model, SERVPERF 

Model etc. Among all, the SERVQUAL model is highly accepted model world wide 

as it is easy to understand and it is mostly applied to conduct researches. Demand for 

university education has grown rapidly in the past ten years and this is the reason why 

we need to study the factors that satisfy more and more to the all stakeholders. 
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