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An Empirical Study on the Measurement of Educational
Service Quality
- focused on the students at Business High School in Seoul Area -
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ABSTRACT

An Empirical Study on the Measurement of Educational
Service Quality

— focused on the students at Business High School in Seoul Area -

Kim, Min—-Sung*, Lee, Jong—Ho**, Chae, Yun—Soo***

Service quality is a construct that is difficult to define and measure. Especially
cducational service quality is more difficult to so them.

The purpose of this study is to increase the understanding and exploring how service
quality is perceived and measured by thc students at busincss high school in Seoul
area. Services quality is regarded as the degree and direction of discrepancy between
customer’s perceptions and expectations by PZB model

The measurement of service quality is developed by PZB ctc. Parasuraman, Zeithaml,
and Berry(1985) developed SERVQUAL measurement to measure service quality.
However, Cronin and Taylor(1992) questioned the relevance of  the
expectations-perceptions gap as a basis for measuring scrvice quality and suggest a
simple performance-based measure of service quality, named SERVPERF, as more
appropriate.

This study examines the relationship between service quality and customer satisfaction
in Korean business high school cducation. To do so, prior studies on services quality
and customer satisfaction were broadly reviewed and relationship between those two
concepts were empirically tested. The literature shows that these constructs are clearly
different.

The analysis results are as follows.

First, educational service quality has 4 constructs(customer-orientation, tangiblity,
sympathy, reliability) whercas gencral service quality has 5 constructs(tangiblity,
rcliability, responsiveness, assurance, sympathy).

Second, the measuring method of simple performance(SERVPERF) is more cfficient than
the performance-expectation approach(SERVQUAL) in operationalizing the measurement
of service quality.

Third, it is confirmed that educational service quality affects student satisfaction.

Keyword : education, service quality, educational service gquality, SERVQUAL,
SERVPERF

*  Professor, Dept. of Busincss Administration, Kongju National University.
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