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ABSTRACT

Service quality has become an important part in all advanced organization’s strategic
plan. Higher attention on service quality has resulted in increased profit. In the case of
higher learning institution has possesses all the characteristics of service industry such
as reliability, responsiveness, assurance and empathy. The main aim for this study was
to examine the perception of international student for service quality delivered by
International Student Centre (ISC) in public universities and secondary objective was
to identify the gap between expectation and perception using the gap analysis. Data
were collected using questionnaire and analyse using the descriptive statistic. Using
the modified SERVQUAL as a measure, this study asked international student during
2015-2016 academic session in three public universities in Malaysia consist of
University Technology Malaysia, Northern University of Malaysia and Islamic
International University Malaysia to complete a service quality survey to compare
their expectation and perceptions. Therefore, gaps in educational service quality at the
higher education can be measured. The finding shows that the mean score of all
dimension of perception were negative and the gap in the quality of service is large.
International Student Centre (ISC) should improving their service to meet the customer
satisfaction. Thus, improvements are required across all four dimension of service

quality.
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ABSTRAK

Kualiti perkhidmatan merupakan aspek yang penting dalam pelan strategic bagi
sesuatu organisasi. Kesadaran yang tinggi terhadap kualiti perkhidmatan dapat
meningkatkan keuntungan bagi organisasi. Institusi pengajian tinggi mempunyai
semua ciri-ciri industri perkhidmatan, contohnya kebolehpercayaan, responsive,
jaminan dan empati. Kajian ini bertujuan untuk mengkaji persepsi terhadap kualiti
perkhidmatan yang disediakan oleh Pusat Pelajar Antarbangsa (ISC) di universiti
awam dan objektif ke dua iaitu menganalisi jurang antara jangkauan dan persepsi
dengan menggunakan analisis jurang. Data telah dikumpul dengan menggunakan soal
selidik dan dianalisis menggunakan statistik deskriptif. Dengan menggunakan
pendekatan SERVQUAL yang telah diubah suai, instrument borang soal selidik
digunapakai untuk menanya soalan ke atas pelajar antarbangsa semasa sesi
pembelajaran 2015-2016 dengan membanding antara jangkauan dan persepsi mereka
terhadap perkhidmatan yang diberikan Pusat Pelajar Antarbangsa (ISC). Analisis
terhadap data ini menggunakan kaedah analisis jurang yang wujud dalam kualiti
perkhidmatan yang telah disampaikan. Hasil daripada kajian terhadap min persepsi
mendapati bahwa kesemua dimensia adalah negative dan jurang kajian ialah besar.
Pusat Pelajar Antarbangsa (ISC) perlu meningkatkan perkhidmatan mereka untuk
memenuhi kepuasan pelanggan. Oleh itu, peningkatan kualiti perkhidmatan harus

dilakukan bagi semua dimensi perkhidmatan kualiti.
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CHAPTER 1

INTRODUCTION

1.1 Background of Study

Providing prospective student with the new course and program and enhance
the amount of new universities as well as the amount of students are important issues
amongst universities in Malaysia. The reason as echoed by The Minister of Higher
Education Malaysia, “We are in a global world and Malaysia wants to be a global
player. We need to share knowledge and need collaboration worldwide. So, our role is
to produce the type of graduate that can fit into all these things” (Oxford, 2010).The
increase in the number of students including international student can be seen from
available statistics. The number of students always increasing every year, the statistical
data shows that in 1985 from 170,000 to 230,000 in 1990, in 2005 around 730,000
students (Hassan, 2006). There are more than 90,000 international students currently
studying in institutions of higher learning in Malaysia (Abdullah, 2009; Yusliza, 2010;
Yusliza&Chelliah, 2010).

Furthermore, Malaysia success in the development of education. In order to meet
the demands of student especially international student, the universities must ensure that
quality of program curriculum and related services that facilitate these student to start

their learning process. Especially those from outside the country.



1.2 Problem Statement

Core business in education itself is teaching and learning system. The purpose of
teaching is to improve and expand student learning.As an organization that emphasizes
education to the student, educational institution should emphasize delivering of service

quality for user.

The service students receive are various. One thing that should be the main
concern in universities is the quality of education that they are provided for the students.
However, the satisfaction of student also comes from the intangible part including the
quality of the learning environment, the technology, the quality of support facility such
as library services, health centre, accommodation, recreational and administrative

facility.

According to Spreng (1996) stated that researcher on service quality issues have
increased. The impact of service quality in general give aactual effect on customer
satisfaction. Positive perception of customer on available facilities will give a report on

the high level satisfaction.

Expectation are important in determining satisfaction on all available facilities
including health centre, accommodation, recreational and administration (front desk).
Customer judge actual quality according to their expectation (Antonacopoulou et al,
2000). Beside that Pasuraman et al (1985) stated, customer expectation are formulated
by past experience of service, personal need, word of mouth and external marketing
communication. On the other word, expectation depend on theneeds or wants of

customer.

Perception of how a service was performed does not necessarily coincide with an
organisation perception of how that service was performed (Zammuto et al, 1996).
However, higher education will face the difficult issues in the managing the quality. All

the evaluation of higher education using the tangible criteria (Hadikoemoro, 2011).



In managing these facilities, the principles of Total Quality Management
focusing on costumer, involvement of employee and continuous improvement have
become core values at many universities and colleges during the recent decade. To
strengthen the issue, the researcher conducted a pilot study with the international student
in University Technology Malaysia (UTM) and another universities such as Northern
University of Malaysia (UUM) and Islamic International University Malaysia
(IUM).The result is 3 over 4 or 75% dissatisfied with the service provided by
International Student Centre (ISC), while only 15% satisfied with it. Student dissatisfied
and complain about unsystematic working process, hospitality of staff and also time
management. In addition, the interview session with the staff of International Student
Centre (ISC) concluded that there is no survey for student’s satisfaction toward the
service quality being provided was conducted before. International Student Centre (ISC)

also did not provide any mechanism for student complain.

Higher education institution are increasingly recognizing that certain service
delivery sector where service quality is an important strategic and business tool (Long et
al, 1999, Valey, 1993). However, despite the awareness of Total Quality Management,
the actual practice of Total Quality Management principles has been rare in higher
education (Mc Carthy and Keefe, 1999).

Increase in the number of student especially international student is a new
challenge to the university in portray quality in their service. Student affairs department
for example as a front desk which is the first point to contact of student especially
international student. This front desk provide information and represent the current state

of the university.

To ensure all specific requirement, the front desk is important for international
student. The front desk for international student are place and executed properly, which
are provide assistance and advise for international student regarding immigration
matters, ensure international student and their dependants have valid travelling

document, to ensure international student welfare, their insurance, extracurricular



activities and also the most important is to develop and implement policies toward

improving service delivery which is the interest is learned (ISC, 2015).

The international Student Centre (ISC) also provide information in strategic and
operational area and also review functional areas of the university that are closely tied to
its mission of instruction, research and service. By providing information to a diverse for
students, it will produce qualified student body and it will lead to the focuses student
access and academic success of students (Gabbot, 2004).

1.3 Research Question

The research questions are as follows:
I.  What is the state quality of service that International Student Centre (ISC) is
providing for these international student?
ii.  What is the gap in the quality of services that international student centre

provided?

1.4  Research Objectives
Research question will be answer using the objectives of the study are as follows:
I.  To examine the perceived quality of service that International Student Centre

(ISC) provided for international student.

ii.  To identify thegap in the quality of services (expected and provided).



1.5  Scope of the Study

To ensure that these research meet the objectives, the scope of research has been

identified as follows:

i. Research area is International Student Centre in public universities in

Malaysia
Ii.  Respondent of this study consist International student in public universities in

Malaysia.

1.6 Significance of the Study

The result of the study can be guidance for the university to improve the quality
of the service of the International Student Centre to create better performance. The

benefit of the improvement effort result will be useful for the student.

1.7  Research Methodology

The study is expected to be carried out will be beneficial to the following parties:

i. International Students
From this study hopefully by providing good service, international student
will get a comfortable to stay and can facilitate all activities that can support

process of their study.



ii. The university
Through this study, University Technology Malaysia (UTM) as an
educational organization, International Student Centre (ISC) as a front
deskshould provide core business in term of services that provide information

and represent the current state of the university.

iii. Research development
This study can be useful in education and information technology. Hopefully,

with this study might develop a new branch of science.

1.8 Chapter Organization

In order to achieve the objective of research, this research consist of six chapters;
preliminary stage, literature review, case study, research methodology, data analysis and

findings, as well as conclusion and recommendation.

Chapter 1 - Introduction

Describes general overview of the study include the background of study, problem
statement, research question, research objectives, scope of study, the significance of
study, research methodology and the organization of chapter. This is the preliminary

stage of the whole study.

Chapter 2 — Literature Review
This chapter will explain the definition and general idea of the related topic. The idea of
the topic will be analyse from some references which are books, journal, internet, and so

on.



Chapter 3 —Case Study
Described the field of the study, role of the International Student Centre (ISC) and type
of the service for international student that have been provided.

Chapter 4 - Research Methodology

Methodology of this study shows the technique and the approach taken in the research
and manufacture of this report. The stages are the literature studies, research
methodology, data analysis and findings, as well as conclusion and recommendation.

Chapter 5 - Data Analysis and Finding
Research objective is important to help analysis the data. The result and findings will be
based on research objectives. The result will be shows as a form of table, bar chart, and

SO on.

Chapter 6 — Conclusion and Recommendation
Conclusion will be generated based on the findings that has been determined in the

previous chapter. The recommendation for the future research will be provided.



COMPARATIVE STUDY ON THE EXPECTATION AND PERCEPTION OF INTERNATIONAL STUDENT
FOR DELIVERY SERVICE QUALITY IN INTERNATIONAL STUDENT CENTRE (ISC) BETWEEN PUBLIC
UNIVERSITIES

PROBLEM STATEMENT

STAGE 1
RESEARCH QUESTION 1: RESEARCH QUESTION 2:
What is the state quality of service that ISC what is gap in the quality of services that is provided by
is providing for international student? International student centre (ISC)?
[?
RESEARCH OBJECTIVE 1: RESEARCH OBJECTIVE 2:
To examine the perceived quality of service Toanalyze the gap in the quality of services

That ISC provided for international student.

STAGE 2
LITERATURE REVIEW
CASE STUDY: International Student Centre (ISC)
STAGE 3
DATA COLLECTION
Primary Data: Secondary Data:
Questionnaire Text books, Journal, Article,
Internet, Previous Research.
""" STAGE4
DATA ANALYSIS AND FINDING
CONCLUSION AND RECOMMENDATION
STAGE 5

Figure 1.1 Flow Chart of Research Methodology




68

REFERENCES

Alavi, M., & Mansor, S. M. S. (2011). Categories of problems among international
students in Universiti Teknologi Malaysia. Procedia-Social and Behavioral

Sciences, 30, 1581-1587

Athiyaman, A. (1997). Linking student satisfaction and service quality perceptions:
the case of university education. European Journal of Marketing,31(7), 528-
540.

Awang, Mariah and Abdul Hakim Mohammad. Reliability and Validity of Facilities
Management Competencies Instrument Using Partial Least Squares.
International Journal of Social Science and Humanity, Vol. 5, No. 1, January
2015

Brochado, A. (2009). Comparing alternative instruments to measure service quality
in higher education. Quality Assurance in education, 17(2), 174-190.

Bushaway (2003). Managing research. McGraw Hill Education USA

Douglas, J., Douglas, A., & Barnes, B. (2006). Measuring student satisfaction at a

UK  university. Quality assurance in education, 14(3), 251-267.

Eck, John E, Ronald V. Clarke and Rob T. Guerette. Risky Facilities: Crime
Concentration in Homogeneous Sets of Establishments and Facilities. Crime
Prevention Studies, volume 21 (2007), pp. 225-264.

Galloway, L. (1998). Quality perceptions of internal and external customers: a case
study in educational administration. The TQM Magazine, 10(1), 20-26.

Ghauri, P., Gronhaug, K. and Kristianlud, I (1995) Research Methods in Business
Studies, Prentic Hall, UK.

Hamid, Zuhairi Abd. Et al. Issues and Challenges of Facilities Management (FM) in

Business Environment for Healthcare Sectors, The 3rd International



69

Conference on Technology and Operations Management “Sustaining
Competitiveness through Green Technology Management” Bandung —
Indonesia, July 4-6, 2012.
Harvey, L., & Khnight, P. T. (1996). Transforming Higher Education. Open
University Press, Taylor & Francis, 1900 Frost Road, Suite 101, Bristol, PA
19007-1598.

Hazatul Syema Hasim (2010). Tahap kepuasan klien terhadap mutu perkhidmatan
Jjurukur bahan sebagai perunding kos projek pembinaan di Malaysia.
Universiti Teknologi Malaysia: Projek Sarjana Muda Ukur Bahan.

Hill, F. M. (1995). Managing service quality in higher education: the role of the
student as primary consumer. Quality assurance in education, 3(3), 10-21.

Jensen, Per Anker, Torben Damgaard, Kristian Krftiansen, The Role of Facilities

Management in Building Projects, Paper for Changing Role 09
conference in The Netherlands 6.-9. October 2009.
Mavondo, F. T., Tsarenko, Y., & Gabbott, M. (2004). International and local student
satisfaction: Resources and capabilities perspective. Journal of Marketing for
Higher Education, 14(1), 41-60.

Mohd Sam, Mohd Fazli Bin, Md Nor Hayati Bin Tahir and Kamarudin Abu Bakar.
Role of ICT Innovation in Facilities Management Services in Malaysia. 2nd
International Conference on Business and Economic Research (2nd ICBER
2011) Proceeding.

Nadiri, H., Kandampully, J., & Hussain, K. (2009). Students' perceptions of service
quality in higher education. Total Quality Management, 20(5), 523-535.

Oldfield, B. M., & Baron, S. (2000). Student perceptions of service quality in a UK
university business and management faculty. Quality Assurance in education,
8(2), 85-95.

Price, 1. F., Matzdorf, F., Smith, L., & Agahi, H. (2003). The impact of facilities on
student choice of university. Facilities, 21(10), 212-222.

Ray, W.J. (2006). Methods towards a science of behaviour and experience.
Thompson HE USA
Robledo, M. A. (2001). Measuring and managing service quality: integrating

customer expectations. Managing service quality, 11(1), 22-31.



70

Russell, M. (2005). Marketing education: A review of service quality perceptions
among international students. [International Journal of Contemporary
Hospitality Management, 17(1), 65-77.

Sahney, S., Banwet, D. K., & Karunes, S. (2004). A SERVQUAL and QFD approach
to total quality education: A student perspective. International Journal of
Productivity and Performance Management, 53(2), 143-166.

Sapri, Maimunah and Michael Pitt. Performance Measurement in Facilities
Management; State of Knowledge, 21st Annual ARCOM Conference, 7-9
September 2005, SOAS, University of London. Association of Researchers in
Construction Management, Vol. 1, 431-40.

Shah, A., Zeis, C., Regassa, H., & Ahmadian, A. (2000). Expected service quality as
perceived by potential customers of an educational institution.Journal of
Marketing for Higher Education, 9(3), 49-72.

Tahar, E. M. (2008). Expectation and perception of posgraduate students for service
quality in UTM.

Yang, L. M. (2008). An examination of education service quality at collegiate
physical education departments in Taiwan: using a gap analysis approach.

ProQuest.

Yin, R.K (2003). Application Research of case study research. Second edition. Sage
Publication. New Bury Park. London.

Zeithaml, V.A., Parasuraman, A. and Berry, L.L. (1990), Delivering Service Quality:
Balancing Customer Perceptions and Expectations, Free Press, New York,
NY.

https://oirap.rutgers.edu/instchar/dashboard/DashboardMar201 1.pdf

http://www.zogotech.com/demoFiles/presentations/intro_to_dashboards_in_higher e

d.pdf


https://oirap.rutgers.edu/instchar/dashboard/DashboardMar2011
http://www.zogotech.com/demoFiles/presentations/intro_to_dashboards_in_higher_e

	ElfianingsihMalanoMFGHT2015ABS
	ElfianingsihMalanoMFGHT2015TOC
	ElfianingsihMalanoMFGHT2015CHAP1
	ElfianingsihMalanoMFGHT2015REF



