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Abstract 
The aim of this paper is to investigate the engineering education service quality in Bangladesh. To measure 

the service quality of the engineering education sector, the SERVQUAL model is used. The SERVQUAL 

model has five dimensions such as: (1) tangibles (physical facilities), (2) reliability (ability to perform the 

service dependably and accurately), (3) responsiveness (willingness to provide service), (4) assurance 

(knowledge and courtesy of employees and their ability to inspire trust and confidence), (5) empathy 

(caring, individualized attention to the students). A self-administrated questionnaire survey was conducted 

for data collection from 350 undergraduate students at Rajshahi University of Engineering & Technology. 

The gap between students’ perception and expectations was as follows: Tangibles: -2.10, Empathy: -1.794, 

Responsiveness: -1.676, Reliability: -1.450, Assurance: -1.43. In brief, the service quality of engineering 

education in Bangladesh is unable to meet the expectations of the students. 
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1. Introduction 
Service quality measurement of the Engineering Educational sector is important for gaining a better 

understanding of the service quality dimensions that affects student satisfaction from a student perspective. 

It identifies the areas which need improvements, as well as areas where the Engineering Educational sector 

is over performing. This study, therefore aims to measure service quality of Engineering Educational sector 

using the SERVQUAL model for identifying those aspects of the service where Engineering Educational 

sector is performing better or worse. SERVEQUAL model has five dimensions which are: 

 

• Tangibles (physical offices, device and presence of faculty)  

• Reliability (capacity to play out the guaranteed administration constancy and precisely). 

• Responsiveness (readiness to support clients and give a brief to administration) 

• Assurance (learning and politeness of workers and their capacity to motivate trust and certainty)  

• Empathy (minding, individualized consideration that an institution gives to its clients.) 

 

The purpose of this study is to measure the service quality of the Engineering Educational Sector of 

Bangladesh using the SERVQUAL model. 

On account of the state of being troublesome in discovering and institutionalizing service quality with 

no general accord developing on either, has made extensive intrigue and discussion in the research 

literature [10]. From different "definitions" of administration quality, one is that the administration 

quality is characterized as the scope to which clients' needs or desires is met with an administration 

[3,6,9,13]. In this manner, administration quality can be characterized as the contrast between client 

desires and view of the administration. On the off chance that execution is not as much as desires, at that 

point expectation more noteworthy than perceived quality is and henceforth clients’ satisfaction can't be 

fulfilled [2,3]. "In the business network customer administration and quality are main thrusts in the 

business network. Quality is fundamental for propelling and giving criticism on the instructive plans and 



    

 

251 

 

usage as higher instructive establishments tussle for upper hand and high administration quality, the 

assessment of instructive administration." [8].  

A definition of quality is based on the idea that performance should be measured by the customer or cl

ient of the product. The base of the apparent quality builds the conceptualization of value in the 

administrations writing. Perceived quality is found out as the customer's judgment about an element's 

general encounter or predominance [15]. Quality in an administration association is a proportion of the 

range to which the administration conveyed meets the client's desires. The qualities of administration 

comprise of elusiveness, heterogeneity and in distinguishability. Quality as characterized for advanced 

education has been recognized [6]. Quality can be said to be dictated by the degree to which understudies' 

needs and desires can be fulfilled for the education sector. Different ideas and models have been created 

to quantify understudy and partner fulfillment in business [8].  

Administration Quality is generally noted as a basic essential for setting up and supporting fulfilling 

association with esteemed clients. Thusly, the relationship between administration quality and consumer 

loyalty has developed as a subject of noteworthy and vital concern [7]. As a rule, learned service quality 

is a predecessor to fulfillment [14]. Therefore, a legitimate comprehension of the forerunners and 

determinants of consumer loyalty can be viewed as to have a phenomenally high money related an 

incentive for administration association in an aggressive domain [17]. 

In the present ambitious condition where understudies have numerous choices accessible to them, 

factors that empower instructive organizations to pull in and hold understudies ought to be truly 

contemplated. Advanced education organizations, which need to increase focused edge later on, may 

need to start looking for successful and innovative approaches to pull in, hold and encourage more 

grounded associations with understudies [1].  

This SERVEQUAL model is especially powerful in realizing understudies' assumption about 

Engineering Education division's general administration and it helps in comprehending what should 

further can be improved. The SERVQUAL is the technique that evaluates customer fulfillment because 

of the contrast between desire and the exhibition got [12]. The SERVQUAL instrument depends on Gap 

5 (discernment hole) is the distinction between the client's inside observation and desire for the 

administrations [11,16]). In this study, the service quality of engineering education at Rajshahi University 

of Engineering & Technology is evaluated and finally some recommendations are given for further 

improvement. The rest of the paper is organized as follows. Section 2 describes the methodology of the 

study. The result is presented in Section 3. Discussion and conclusion are presented in Section 4. Section 

5 ends the paper with the limitations of this study with future works. 

 

 

2. Methodology 
 

2.1 Method 
A survey was conducted between November 2017 and February 2018 in Bangladesh. 

 

2.2 Survey instrument 
The SERVEQUAL model was used to gain the expectation and perception of service quality consisting   

of   22   statements   representing   the   five   dimensions (tangibles, reliability, responsiveness, assurance 

& empathy). A 7-point Likert-type scale was implied to gain the perception and expectation score of 

undergraduate students for service quality of Engineering Education. 

 

2.3 Sample design and data collection 
A self-administrated questionnaire survey was conducted for data collection from the undergraduate 

students. Total 380 questionnaires were distributed for data analysis. 350 questionnaires were received. 

 

2.4 Data analysis and procedure 
For 22 questions each of the dimensions of service quality on a scale of 1-7 for expectation & perception 

of service quality were measured. For each of the dimensions the SERVEQUAL scales’ importance 

weights were calculated. The gap score for the 22 statements were calculated (Gap score = Perception 

score – Expectation score). A negative score means that the expectation of the students is unable to meet. 

 

3. Result 
The demographic information (gender, age, class) was collected. Among the 350 students, 179 were Male 

and 171 were Female. In terms of age group, 68 were 20-year old, 108 were 21-year old and 174 were 
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22-year or more. Most of the students were 3rd year students (190) and 85 were 2nd year students and 75 

were 4th year students. The percentage of the demographic distribution is shown in the pie chart given 

below: 

  

  

 
 
 

Fig. 1. Pie Chart for the Demographic Data 

 

 

Table 1. Mean Scores for the Statements of SERVQUAL 

 
Dimensions Mean 

 

Gap Score 

(Perception 

– 

Expectation) 

 Expectation Perception  

Tangibles    

Modern 

equipment. 

6.37 4.29 -2.08 

Visually appealing 

facilities. 

5.21 3.32 -1.89 

well-dressed 

employees 

4.13 2.21 -1.92 

Visual appeal of 

materials 

5.67 3.16 -2.51 

Reliability    

Providing 

promised service 

6.23 4.23 -2 

Courteous Staff  6.34 4.27 -2.07 

Knowledgeable 

teachers  

5.89 4.43 -1.46 

Providing services 

at scheduled times 

5.27 3.77 -1.5 

Accurate records 

kept by faculty 

4.97 4.75 -0.22 

Responsiveness    

Informing 

schedule changes 

6.59 4.86 -1.73 
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Flexible service 

hours 

6.35 4.774 -1.603 

Helpful faculty 

staff  

6.11 4.51 -1.6 

Individual 

attention of staff 

5.63 3.832 -1.798 

Assurance    

Behavior of the 

faculty staffs for 

students’ 

confidence 

4.93 3.31 -1.62 

Students’ trust for 

faculty 

4.79 3.26 -1.53 

Staffs’ 

friendliness and 

politeness 

6.29 5.06 -1.23 

Dependable 

teaching staff 

6.03 4.69 -1.34 

Empathy    

Provided personal 

attention by 

Faculty 

5.603 3.835 -1.768 

Convenient office-

hours 

4.44 2.78 -1.66 

Given individual 

attention by staffs 

4.68 3.11 -1.57 

Students’ best 

interest as a major 

objective  

5.74 3.88 -1.86 

Interpreting 

specific needs of 

students 

5.28 3.168 -2.112 

 

 

Table 2 shows the mean expectations and perception scores and average gap score for each of the 

statements of SERVQUAL 

 

Table 2 Calculations to obtain unweighted SERVQUAL score. 

 

Dimension Average SERVQUAL 

score 

Tangible -2.10 

Reliability -1.450 

Responsiveness -1.676 

Assurance -1.430 

Empathy -1.794 

Total -8.420 

Average unweighted 

SERVQUAL score 
-1.684 

  

 

Table 3 shows the unweighted scores for the five dimensions of SERVQUAL model. The unweighted 

score is obtained by 1) Calculating the gap score for each statement. 2) Then the total gap score for each 

dimension is calculated. 3) The unweighted score for each dimension is obtained by dividing the total gap 

score of each dimension by the number of statements of that dimension. The most negative score is on the 

Tangible dimension followed by Empathy, Responsiveness, Reliability and lastly Assurance. The average 

unweighted SERVQUAL score is -1.684, which shows a gap between Perception and Expectation. 



    

 

254 

 

Table 3 Important weights 

 

Features Importance 

Weights 

1. The appearance of the Universities 

physical equipment, infrastructures. 

22.141 

2. The University’s ability to perform the 

promised service dependably and 

accurately. 

23.639 

3. The University’s willingness to help 

students and provide prompt service. 

22 

4. The knowledge and courtesy of the 

University’s employees and their ability to 

Convey trust and confidence. 

16.02 

5. The caring individual attention the 

University provides its students. 

16.146 

  

 

Table 4 shows the importance weights calculated from the scores given by the respondents. According to 

the respondents the most important dimension is Reliability (23.639) and the least important is the 

Assurance (16.02). 

 

Table 4 SERVQUAL score 

 

SERVQUAL Dimension Weighted Score 

  

Average Tangible -46.496 

Average Reliability -42.505 

Average Responsiveness -36.872 

Average Assurance - 23.229 

Average Empathy -23.09 

  

  

  

The weighted SERVQUAL is calculated by multiplying the unweighted score with the importance 

weights. Table 4 shows the SERVQUAL score where the most negative score is on the Tangible 

dimension (-46.496) and the least negative score is about the Empathy dimension (-23.090). The average 

SERVQUAL score is -34.438. 

 

From this negative score it is evident that there is a significant gap between the perception and the 

expectations of the students. It means their expectations have not been met.  

 

4. Discussion and conclusion 
The purpose of this study was to measure the service quality of Engineering Education of Bangladesh. 

For a developing country like Bangladesh measuring of the service of quality of engineering education 

sector is very necessary. Here the service quality is measured by using the SERVQUAL model. The 

SERVQUAL instrument has five service quality dimensions of reliability, responsiveness, assurance, 

empathy and tangibles. For this, a survey was taken in public engineering university to find out the 

expectation score and perception score provided by the students. From the SERVQUAL model it is found 

that the most negative score was in tangibles, followed by empathy, responsiveness, reliability and 

assurance. 

Therefore, the improvement scopes are - 

First, tangibles have the most negative score. Therefore, the university should give more importance to 

physical facilities, equipment and appearance of personnel The Equipment ought to be current and offices 

ought to be outwardly engaging.  

Secondly, for reliability the varsity should be able to perform the promised service dependably and 

accurately. 

Thirdly, regarding responsiveness the university should demonstrate a willingness to help customers and 

provide prompt service. 
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Fourth, an affirmation can be picked up by the learning and kindness of representatives and their capacity 

to motivate trust and certainty. 

Finally, for empathy teachers need to provide personal attention to every student, faculty need to have 

students’ best interest as a major objective. 

From the results, an indicative positive relationship of service quality with student satisfaction is seen. 

Therefore, Engineering Education sector can improve their service quality by using SERVQUAL model 

regarding the expectation and perception of the undergraduate students. 

 

5. Limitations and future work 
Service Quality can be taken as a proceeding of satisfaction. Ignoring Service quality of an educational 

institute means ignoring students’ satisfaction as well as risking the competitiveness as satisfaction and 

competitiveness are interrelated [4]. In this study there are some limitations. 

 

i. Firstly, the study was conducted only for one public engineering university. But to generate the 

result SERVQUAL model needs to be applied in all the engineering universities of Bangladesh for 

finding out the service quality of the Engineering Education sector of Bangladesh. 

ii. For further study a comparison between public engineering university and private university can be 

investigated to know whether there are any differences in the students’ satisfaction and service 

quality. 

 

 

REFERENCES 

 
[1] A. Ilias, R.A. Rahman and MZ.A. Razak, “Service Quality and Student Satisfaction: A Case Study at Private 

Higher Education Institutions”, International Business Research, Vol.1, No.3, pp.163-184, 2008. 

[2] A. Parasuraman, V.A. Zeithaml and L.L. Berry, “A conceptual model of service quality and its implication”, 

Journal of Marketing, Vol. 49, pp. 41-50, 1985. 

[3] B.R. Lewis and V.W.  Mitchell, “Defining and measuring the quality of customer service”, Marketing 

Intelligence & Planning, Vol. 8, No. 6, pp. 11-17, 1990. 

[4] E. Razinkina, L. Pankova, I. Trostinskaya, E. Pozdeeva, L. Evseeva, and A. Tanova, “Student satisfaction as an 

elament of education quality monitoring in innovative higher education institution”, E3S Web of Conference, 

Vol. 33, No. 03043, 2018. 

[5] I. Harvey and P. Knight, “Transforming higher education”. Society for Research into Higher Education & Open 

University Press, Buckingham and London, 1996. 

[6] J.A. Dotchin and J.S. Oakland, “Total quality management in services: Part 2 Service quality”, International 

Journal of Quality & Reliability Management, Vol. 11, No. 3, pp. 27-42, 1994a. 

[7] J.J. Cronin Jr and S.A. Taylor, “Measuring service quality: a re-examination and extension”, Journal of 

Marketing, Vol. 56, 55-68, 1992. 

[8] K.C. Tan and S.W. Kek, “Service Quality in Higher Education Using Enhanced SERVQUAL Approach”, 

Quality In Higher Education, vol.10, no.1, pp.17-24, 2004. 

[9] M. Wisniewski, M. Donnelly, “Measuring service quality in the public sector: the potential for SERVQUAL”, 

Total Quality Management, Vol. 7, No. 4, pp. 357-365, 1996. 

[10] M. Wisniewski, “Using SERVQUAL to assess customer satisfaction with public sector services”, Managing 

Service Quality, Vol.11, No. 6, pp. 380-388, 2001. 

[11] M.S. Akter, M. Upal and U. Hani, “Service quality perception and satisfaction: A Study over sub-urban public 

hospitals in Bangladesh”, Journal of Services Research, Vol. Special Issue, 125-146, 2008. 

[12] O.J.D Oliveira, “Adaptation and application of the SERVQUAL scale in higher education”, POMS 20th Annual 

Conference, Orlando, Florida USA, 2009. 

[13] P. Asubonteng, K.J. McCleary and J.E. Swan, “SERVQUAL revisited: a critical review of service quality, 

Journal of Services Marketing”, Vol. 10, No. 6, pp. 62-81, 1996. 

[14] R.A. Spreng and R.D. Mackoy, “An empirical examination of a model of perceived service quality and 

satisfaction”, Journal of Retailing, Vol. 72, No. 2, 52-64, 1996. 

[15] V. Zeithaml, “Defining and relating price, perceived quality and perceived value. Cambridge”, MA Marketing 

Science Institute, 1987. 

[16] V.A. Zeithaml, A. Parasuraman and L.L. Berry, “Delivering Quality Service: Balancing Customer Perceptions 

and Expectations”, New York, the Free Press, 1990. 

[17] W.M.  Lassar, C.  Manolis and R.D. Winsor, “Service quality perspectives and satisfaction in private banking”, 

Journal of Service Marketing, Vol. 14, No. 3, 244-271, 2000. 

 


