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Abstract - This study attempts to examine the relationship between service quality dimensions and overall service quality 
(tangibility, responsiveness, reliability, assurance and empathy) and student’s satisfaction. To achieve the objective of this 
study, the data was obtained through questionnaires and administered to 468, 2nd and 3rd year students in three private 
universities. The data analysis shows that, there is a direct relationship between service quality and students’ satisfaction. 
The study found that, the highest predictor to students’ satisfaction is reliability, this is followed by responsiveness and 
empathy. The study concluded that, the universities should put the effort to enhance the standard of service quality according 
to the students need. 
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I. INTRODUCTION 
 
Service quality and students’ satisfaction in 
universities has emerged a high profile agenda in the 
21st Century. Service quality is one of an important 
perspective that effect student’s decision as well as 
institution’s performance. Like most of the services 
department, businesses, organization and any 
institutions, private Universities requiresto improve 
the service quality that delivered to the customers in 
order to fulfill the customer needs [1]. In view of this, 
in today's competitive academic environment where 
students have many options available to them, private 
universities have to identify the strategies on how to 
attract and retain existing students and how to 
develop stronger relationships with them.[2].[3] 
Prakashasserted that, if the private intuitions provide 
quality service which meet expectations or perception 
of their students, their services will be evaluated as 
high quality service and if not, the services will be 
judged as poor and lose the customers. Thus, private 
higher education institutions, which want to achieve 
competitive benefits, they have to consider student 
satisfaction as the key source of competitive 
advantage [4]. Despite the abundance of research 
exploring the consumer satisfaction and service 
quality in different areas, but, no enough studies that 
clarify the conceptual basis of higher education 
service quality and student’s satisfaction [5,2]. 
Relatively little attention has been paid specifically, 
related with higher education service quality and 
student’s satisfaction among private higher education 
institutions in Tanzania. This provides a significant 
research gap, so, there is the need for this study to 
examine the service quality of private higher 
education institutions with students’ satisfaction in 
Tanzania. In view of the above discussions, the 
following research questions are posed: What is the 
relationship between service quality and students’ 
satisfaction in private universities in Tanzania? And 

which dimensions of the service quality strongly 
influence student’s satisfaction in private universities 
in Tanzania? The key objective of this study is 
toinvestigatethe relationship between service quality 
and student’s satisfaction in three private higher 
institutions based on student’s perception and 
expectations. Specifically, the research examines the 
impact of the five dimensions of service quality 
namely; (Tangibility, Assurance, Reliability, 
Responsiveness& Empathy) on student’s satisfaction. 
The study would provide guidelines by which service 
quality dimensions can be applied to frame the 
marketing strategies to enhance the service quality 
and student satisfaction in Tanzania private 
universities.  
 
II. THEORETICAL BACKGROUND 
 
According to [2] Kajenthira, service quality is defined 
in many ways, but, all the definitions have the 
following in common; the fact that service quality is a 
measure of how well the service level delivered 
matches customers’ perception and expectations". In 
the higher education context, the student is 
considered to be a key customer. [6] Ahmedmaintains 
that, the main attributes of quality service, which is 
the responsibilities of academics, include positive 
attitude, good communication skills, provision of 
sufficient consultation, and the ability to provide 
regular feedback to the students. therefore, in a 
competitive education market, the organization must 
think of ways to continuously improve the services 
they deliver to students. [7,8] Parasurama, Gallifa 
proposed 5 dimensions of service quality applicable 
to higher education as  First, tangibility, (physical 
facilities, equipment, and appearance of personnel); 
second, reliability, (the ability to perform the 
promised service dependably and accurately); third, 
responsiveness, (willingness to help and provide 
prompt service). Fourth, assurance, (knowledge of 
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service, courtesy of employees and their ability to 
convey trust and confidence); and fifth, empathy, or 
caring, (individualized attention that the firm 
provides its customers). 
 
2.1 Research Framework 
The independent variable in this study is service 
quality while the dependent variable is student’s 
satisfaction. Student satisfaction measures how well 
services meet student’s perceptions and expectations 
in the university.For the purpose of this research, 
service quality willbe conceptualized as possibly 
being related to student’s satisfaction. The conceptual 
framework for this research is shown below in 
figure.1 
 

 
 
III. RESEARCH METHODOLOGY 
 
3.1 Sample and Sampling Technique 
The population is made up of the 2nd and 3rdyears 
students in the three private universities. Through a 
simple randomsampling technique, 3 private 
universities namely:Makumira University,The 
University of Arusha and Mwenge Catholic 
University were chosen.The response rate for the 2nd 
Year students was 86.3% while 3rd year students 
were 93.2%. Within the specific university, 
Makumira University had a higher response rate 
(64.9%)-Arusha followed by (UoA)-Arusha (61.2%) 
and Mwenge Catholic University(MWECAU)-Moshi 
rate of 53.9%. 480 questionnaires were distributed in 
all theselected universities but 420 were correctly 
filled andused for the analysis, thus, a response rate 
of 90%. 
 
3.2 Research Instrument 
To establish the link between service quality and 
students’ satisfaction, The SERVQUAL model 
instruments developed by [9] Parasuramanwere used 
becauseit is the most widely used and reliable 
instrument for measuring service quality in relation to 
satisfaction. The tools consisted five service 
dimensions; Tangibility (4), Reliability (5), 

Responsiveness (4), Assurance (4) and Empathy (5). 
To measure quality of service provided by the 
university, the scale for the score is given as follows; 
(1 = Strongly disagree, 2= Disagree, 3 = Somehow 
disagree, 4 = Neither disagree nor agree, 5 = 
Somehow agree, 6 = Agree, 7 = Strongly agree).The 
score for satisfaction derived as; S = P – E, and given 
the scale; -6 (Absolutely not satisfied), -5 (Very 
strongly not satisfied), -4 (Strongly not satisfied), -3 
(Not satisfied), -2 (Somehow not satisfied), -1 (Just 
not satisfied), 0 (Satisfied), 1 (Just delighted), 2 
(Somehow delighted), 3 (Delighted), 4 (Strongly 
delighted), 5 (Very strongly delighted) and 6 
(Absolutely delighted). The questionnaire which has 
been used and described above for this research 
consists of survey. 
 
3.3 Data Analysis 
The Statistical Package for Social Sciences (SPSS), 
version 16 software and Excel were used to carry out 
the analysis to achieve the objective of this research. 
The questionnaires were edited, coded and entered 
into the software for analysis.  
 
IV. RESULTS  
 
4.1 Descriptive Statistics of the Quality Factors by 
Students 
The results in Table 2 show that when considering the 
22 factors used to assess expectations, the factor with 
the minimum mean score is; “appealing facilities” 
(average E2 = 4.99), The factor with the maximum 
expectation is; “Sincere interest in solving student’s 
problem” (average E6 = 6.06).For the perceptions, the 
factor with the minimum mean score is; “Capacity to 
solve problems when they arise (average P13 = 
4.45)”The factor with the highest value of mean 
perception is; “Staff’s knowledge on rules and 
procedures (average P17 = 5.18)”.The student’s 
perception is that; university staffs are knowledgeable 
on the services they offer. The level of satisfaction 
(S) is found by taking the difference between 
perception (P) and expectation (E).The two major 
categories are given as; If S > 0, = satisfaction of the 
student and when S < 0, = student is not satisfied. The 
highest factor found to have higher mean score for 
satisfaction is; appealing facilities (mean S2 = 0) 
under tangibility, with the lowest mean expectation 
(E2 = 4.99). The element with the lowest level of 
satisfaction is; “understand student’s individual needs 
(S22 = -1.21)”. under empathy. The overall average 
expectation of the students is 5.65 while the overall 
average perception is 4.94.  
This shows that, the overall expectations are higher 
than the perception. Thus, the overall mean score on 
satisfaction is below zero. The value of the mean 
score for overall satisfaction is -0.71. Since the score 
of satisfaction is less than zero, on average the 
students at the selected private universities in 
Tanzania are not satisfied. 
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Table 1 The Trend in Expectation, Perceptions and Satisfaction of Students 

 

 
 
4.2 Results of Gaps Scores’ by Students 
In analyzing gaps scores’ by students, five gaps by [9]Parasuramanwere used in order tocompare student’s 
knowledge on the service delivered and quality of service provided by the university. From table 2, the 
minimum mean score for gaps is on how to meet all expectations (GS5 = 4.63), and maximum mean score is on 
“delivering the promises’ (GS4 = 4.93). This reveal that, students are ranking the universities high on the way 
they keep their promises compared to other gaps factors. However, from the given likert scale with the 
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maximum scale score 7, the actual maximum is still lower than the level of somehow good (with the score of 5 
in the scale). The overall mean gap score is 4.82 which is still below level 5 of “somehow good”. There is a 
need to improve of overall performance of the staffs members in Tanzanian universities. 

 
Table 2 Mean Gaps' Score (GS) by Students 

 
 
4.3 Relationship between Service Quality Determinants and Students’ Satisfaction 
A regression model was used to find out the service quality factors which are important in predicting the overall 
student’s satisfaction. Regression analysis explores the relationship among variables, particularly where there is 
the need to examine how well a set of variables (independent variable) is able to predict an outcome (dependent 
variable). From table 3, (Reliability and Empathy) are significant at 1% with t-value of 3.03 and 3.11 
respectively, while (Responsiveness) is significant at 5% with t-value of 2.16. This makes three factors 
(Reliability, Empathy and Responsiveness) to be vital in determining the overall satisfaction of the students in 
universities. The remaining two factors (Tangibility and Assurance) were found not to be statistically significant 
in predicting the overall satisfaction.  
 
Regression Results for Overall Students Satisfaction 

 

 
 
DISCUSSION AND CONCLUSION 
 
This study attempts to examine the relationship 
between service and student’s satisfaction. The 
difference between perception (P) and expectation 
(E), used to derive the score of the level of 
satisfaction (S) for each student to each of the quality 
factors (S = P – E). The finding obtained is that, the 
students expectations are higher than the actual 
service provided. This indicates that the university as 
a service provider has not yet met student’s 
expectations. Furthermore, from the gap score, it is 
clear that students are not satisfied. The overall mean 
score for expectation of customers was found to be 
5.65 out of 7 while overall mean score for perception 
was found to be 4.94 out of 7. This translates to an 
overall mean satisfaction level of – 0.71. The results 
of the regression analysis show that, service quality 
contributes significantly to student satisfaction.The 
findings revealed that student satisfaction depends 

largely on the reliability, responsiveness and empathy 
quality factors. Thus the Tanzanian science 
universities should focus their service strategy on 
these three important factors. 
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