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Abstract: Understanding the expectations and perception of customers and responding to their needs promptly 

plays a major role in business and service industry. The organisation cannot boost its productivity unless and 

otherwise there is equilibrium between the quality services and quality products. Customers are considered to 

be the brand ambassdors for the products. This is in no exception to Higher Education, which in recent times 

has been shifted from service to business industry. It’s of high significance with the measurement of this quality 

in higher education. Service quality has been developed, amended, modified and updated with regard to its 

measurement, dimensions and its variables. This study also focuses on the literature and arguments relating to 

the applicability of these service quality models in the context of Higher Education 
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I. Introduction 
The SERVQUAL literature has an interesting debate on the acceptance and rejection of the gap model.  

The SERVQUAL model which was considered to be the gap model was propounded by Parasuraman et al., 

(1985). This model was adapted and supported in various literatures also (Sasser et al., 1978; Gronroos, 1982 

and Lehtinen & Lehtinen, 1982).  The service quality model was based on the difference between the perception 

and expectation of quality of service (Gronroos, 1982; Lewis & Booms, 1983).  An attempt has been made to 

identify the appropriate model in measuring service quality in Higher Education Institutions. 

 

II. A Critical Evaluation 
Service quality measurement has extensively used SERVQUAL model developed by Parasuraman et 

al., (1985,1986,1991,1993,1994). This model has been used to compare customer expectations before a service 

encounter, and their perception after the actual service delivered. Berry et al. (1988) argued that customers are 

the sole judge of service quality, and that can be assessed by comparing expectations with their actual 

experience of the service.  Zeithaml et al. (1990) also proposed that knowing what the consumer expects are an 

essential aspect for delivering good service quality.  Parasuraman et al. (1990) suggested that in order to 

measure SERVQUAL, there is a need to find out the extent of discrepancy between customer expectations or 

desires, and their perceptions of the actual quality of performed service.  Good service quality exists when 

customer expectations are met or exceeded.   

This demonstrates the importance of understanding customer expectations, and their significance while 

managing service quality.  Some researchers argue that measuring the gap between expectation and perception, 

psychometrically cannot obtain superior assessment of service quality. Therefore, in order to overcome this 

issue, Cronin and Taylor (1992) recommended the SERVPERF model that was based on the performance in 

service quality measurement. SERVPERF was inclusive more of variance in overall service quality 

measurement than SERVQUAL.  In support of this argument, Hawkins & Hastie (1990), Appleton-Knap & 

Krentler (2006) suggested that the people generally did not recall the past correctly but rather allow their 

experience to shape what they claim to have believed initially. This ultimately results in biased expectations. 

Therefore, they argue that SERVPERF was a better model in measuring service quality than the SERVQUAL 

model.  Many academics also had similar arguments that stating that using expectation scale may be a 

problematic of biased results (Buttle, 1994; Abdullah, 2006a, 2006b; Oldfield & Barron, 2000). 

These arguments have consequently, resulted in different types of the measurement model in the 

service quality literature. Dabholkar, Thorpe, and Rentz (1996) tested SERVQUAL and reported that this 

measurement had not been adapted in areas like retail store environment. They proposed Retail Service Quality 

Scale (RSQS). Brady and Cronin (2001) proposed Hierarchical and Multidimensional model for service quality. 

They combined three components model from Rust and Oliver (1994) and Multilevel model from Dabholkar et 

al. (1996). Ahmed & Shoeb (2009) argued that perception scores should not be relied alone to explain 

SERVQUAL of customer, because expectations of customer could be biased only on the memory of the user 
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and for that the results are bound to be biased. Sometimes respondents may not clearly visualise the difference 

between desired and expected services and consequently, gave the researcher a diluted report.Inspite of the 

criticism in the applicability of the SERVQUAL model developed by the researchers,  SERVQUAL model is 

the most acceptable model applied by many researchers (Danula Ann Nitecki, 1996; Robinson, 1999). This 

SERVQUAL instrument has been the predominant method used to measure consumer perception in order to 

assess SERVQUAL (Van Iwaardeen et al.2003).  This model is an analytical tool, which can help the policy 

makers to identify the gap between the variables affecting the quality of the services offered by the organisation 

(Seth &Deshmukh, 2005).  This is the most appropriate model used by the researchers, especially in the field of 

service marketing.  Validity and reliability of this model have been tested and approved in different areas by 

marketing researchers. The service quality gaps model proposed by Parasuraman et al.(1985) was the widely 

utilised model in the literature.  They developed a service quality model based on gap analysis. 

 

 
Fig 1: servqual framework, source: Parasuraman et al. (1988) 

 

Gap 1: Customer expectation- Management gap. This gap addresses the difference between consumer’s 

expectations and management’s perceptions of service quality. 

Gap 2: Management perception- service quality specifications gap.  This gap addresses the difference between 

the management’s perceptions of consumer’s expectations and service quality specifications, i.e. improper 

service quality standards. 

Gap 3: Service Quality specification- service delivery gap.  This gap addresses the difference between service 

quality specifications and service actually delivered, i.e. the service performance gap. 

Gap 4: Service delivery-external communication gap.  This gap addresses the difference between service 

delivery and the communications to consumers about service delivery, i.e. whether promises match delivery. 

Gap 5:  Expected service- perceived service gap.  This gap addresses the difference between consumer’s 

expectation and perceived service.  This gap depends on size and direction of the four gaps associated with the 

delivery of service quality on the marketer’s side. 

In addition to this, Arash and Monireh (2010), critically analysed, reviewed and developed service quality gaps 

in order to make it more comprehensive. They proposed additional five components and eight additional gaps. 

Gap 2: Management perception versus Service quality strategy and policy 

Gap 3: Service quality strategy and policy versus service specifications 

Gap 4: Service specifications versus ideal standards 

Gap 5: Service specifications external communication 

Gap 11: Customer’s perceptions versus management perceptions 

Gap 12:  The discrepancy between management perceptions and service quality strategy 

Gap 13: Customer’s perceptions versus employee perceptions 
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Gap 14: The discrepancy between employee’s perceptions and management perception of customer. 

These studies suggest that the service quality gap affects service delivery, therefore the service providers must 

prevent, detect and eliminate the gap as early as possible in any service operation.  The impact of service quality 

gap on strategy formation and implementation makes it significant for the service providers in order to 

overcome competitive situation as well as to survive in the market. The concept of measuring the difference 

between expectation and perceptions in the form of SERVQUAL gap score proved very useful for assessing the 

levels of Service quality (Ruby,1996; Ham & Hayduk, 2003; Markovic, 2006;Yang,2008). SERVQUAL has 

been faced with theoretical and operational criticism from scholars.  Various studies have been and are still 

being carried in developing countries with strong conviction that SERVQUAL is a useful model for 

SERVQUAL evaluation in all the fields.  Many authors have adopted and are still employing SERVQUAL as a 

benchmark for empirical assessment of the views of the customers for the services they receive (Brendan, 

Boniface, Jonaus, Cyprian & Ferdinand, 2014). According to the Lee (n.d) , Higher education instition in three 

countries revealed that SERVQUAL is rated as better than SERVPERF for measuring service quality.  Based on 

the aforementioned arguments, the implementation of  SERVQUAL for H.Ed study might be justified.   

 

III.  Conclusion 
Therefore, the studies pertaining to measurement of quality in Higher Education Institution can adopt 

the SERVQUAL model as a measurement of quality services. The studies relating to Higher education can 

identify the gap between the perception and expectation of the consumers, which, considered to be the Gap 5 in 

SERVQUAL.  The studies can also implement the Gap 11, which was proposed by Arash and Monireh (2010), 

which identifies the gap between the perception of service providers and service recipients on service quality in 

higher education. 
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