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Abstract 

This paper discusses the connotation and characteristics of 
postgraduate education service and postgraduate education service quality; 
considers postgraduates as the core stakeholder of postgraduate education and 
the main body of evaluation of postgraduate education service quality; analyzes 
the causality between postgraduate education service quality and student 
satisfaction. The revised SERVQUAL scale can be used to measure service quality 
and student satisfaction. A stratified sampling method was adopted to conduct 
a questionnaire survey among 222 postgraduates in HBAU, and the survey 
results were analyzed by SPSS. The analysis results show that postgraduates are 
generally dissatisfied with the service quality of HBAU. Variables such as gender, 
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work experience, undergraduate graduation institution types, enrolment ways 
and school will affect postgraduates’  satisfaction with the service quality of 
postgraduate education. 
 
Keywords: postgraduate education service, service quality, student satisfaction 
 
1. Introduction 

Since the expansion of colleges and universities enrolment in China  
in 1999, postgraduate education has entered a stage of rapid development  
with the sharp increase in the enrolment scale of junior colleges and universities. 
The rapid expansion of the scale of postgraduates has not only brought good 
development opportunities to universities, but also an unprecedented series of 
development problems. For example, there are problems such as low teacher-
student ratio, inadequate teaching equipment, and diversified postgraduate 
needs within colleges; the number of admissions colleges outside the school 
increases, and the autonomy and opportunities for postgraduates to choose 
schools increase.  Under the new educational environment, the existence and 
condition of colleges and universities are not only related to the quality of 
teaching and personnel training, but also related to the social reputation of 
colleges and universities, and more importantly, related to the degree of 
satisfying students’  needs.  Therefore, many colleges and universities have 
changed school philosophy, began to pay attention to the various needs of 
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students.  The study of education service quality and student satisfaction can 
not only grasp students’  psychological and ideological dynamics in time, so as 
to carry out effective education for them and promote their growth and 
development.  It can also help colleges and universities to recognize the 
shortcomings of education and teaching work, and adjust the focus of work and 
development strategy, so as to improve the quality of talent training and 
enhance competitiveness, which has become a new research topic in the field 
of higher education management. 
 
2. Problem Background 

Education is an important part of the knowledge economy.  The 
marketization of higher education institutions has led to their students being 
increasingly seen as customers.  Higher education has become an integral part 
of global business, and universities must constantly explore the quality of higher 
education services.  In addition, although universities have research and 
innovation achievements, they have no tangible products, and the services 
provided by institutions are competitive.  Therefore, evaluating the quality of 
higher education services can help managers and staff continues to improve the 
quality of education. 

Due to the increasing pressure of competition in the education service 
industry, higher education institutions pay more attention to student 
satisfaction.  Educational institutions improve student satisfaction by providing 
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more complete services to students in order to gain a competitive advantage in 
today’s fierce international education market.  Arokiasa (2012)  stated that in 
today’s society, in order to maintain and increase competitiveness, organizations 
and companies should pay more attention to quality, just like those companies 
that have achieved major success in the industry. Zeithmal (1996) found that 
the organization’s failure to meet customer expectations is one of the main 
reasons for employees’  low efficiency.  Therefore, unless they can correctly 
understand the expectations and requirements of their customers, they are 
doomed to failure.  On the other hand, service quality in developing countries 
is generally concentrated in private colleges and universities.  In addition, 
research literature on perceived service quality of students mostly comes from 
developed countries such as Britain, Australia, New Zealand and the United 
States. In developing countries, there is relatively little such literature. 
 
3. Literature Review 
Service Quality 

Regarding the concept of service quality, Levitt (1972)  believed that 
service quality means that the results caused by the service meet the standards 
proposed by the customer.  Churchill et al.  (1982)  then refined it into the 
satisfaction of the person who paid for the service. Scholars such as Lewis (1983) 
believed that service quality was a benchmark to measure the gap between 
enterprise service levels and customer expectations.  Cronin et al.  ( 1992) 
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believed that service quality should be measured by service execution 
performance, not consumption the psychological expectations of the 
consumers were compared. Bateson et al. (2002) defined service quality as a 
result, which was the customer’s feedback on the performance of the service 
provider, and an attitude formed by consumers after long- term evaluation. 
Through a comprehensive study on the definition of service quality, it can be 
considered that service quality is defined by comparison of service results and 
service expectations. 

Higher Education Service 
For the study of higher education services, Aatin (1982) proposed five 

models for measuring the quality of higher education:  nihilist, reputation, 
resource-based measurement, result-based measurement, and value-added 
measurement.  Shank et al.  ( 1995)  analyzed the service quality in the 
environmental quality of higher education.  They designed a questionnaire 
across three universities to examine the satisfaction with the service quality of 
higher education from two different perspectives: professors and students. It is 
found that students’  expectation index for schools and their expectations for 
higher education services often depend on their schools. Leblanc et al. (1997) 
conducted a survey of nearly 400 university students and found that factors 
affecting the quality of university services include:  reputation, administrators, 
teachers, curriculum setting, and responsiveness, ease of use of equipment and 
facilities, among which school reputation is the most important. 
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Higher Education Service Quality 
The research on the service quality of higher education in China mainly 

applies the SERVQUAL model. Ma (2009) established an evaluation model and 
believed that the process of students receiving education is essentially a process 
of education consumption.  Hu (2006)  found an evaluation model of higher 
education service quality in research.  In combination with the current market 
economy, the term higher education service quality should be gradually used 
to replace the authoritative higher education in people’s minds, and the market 
economy should be used.  The concept of customer differentiated interest 
appeals in science is used as an important benchmark for judging the quality of 
today’s higher education services. 
 
Satisfaction 

Cardozo (1965)  put forward the concept of customer satisfaction for 
the first time.  He believed that improving customer satisfaction can promote 
the customer’s impulse to spend again, which was obtained from experience; 
Oliver (1997)  formally proposed The definition of the concept of customer 
satisfaction believes that customer satisfaction is a psychological response to 
the satisfaction of customer needs.  To judge the degree of satisfaction of their 
needs, customers must compare the actual presentation effects of products 
and services with the expected results in the customer’s mind.; Tax et al. (1998) 
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found in the process of customer survey that if the customer satisfaction was 
low, it would directly lead to customer loss. 

Student Satisfaction 
From the perspective of the big market, the degree of student 

satisfaction with the quality of higher education services also belongs to 
customer satisfaction.  The United States began to conduct a national college 
student satisfaction survey in 1994, using five different versions of the scale to 
conduct surveys for different educational institutions. Chinese scholars also use 
empirical investigation methods to study student satisfaction.  Li et al.  (2012) 
found that gender and age variables have an impact on overall satisfaction. 
Gender and grade variables have significant differences in satisfaction 
experience, while there is no significant difference in overall satisfaction for the 
students from different regions.  For the definition of student satisfaction, Chen 
et al. (2017) conducted a questionnaire survey on teaching quality satisfaction 
among 400 students from 3 higher vocational colleges in Nanchang by adopting 
a random sampling method.  The results showed that:  college, grade, major 
categories, autonomy in major selection, and enthusiasm in class have a 
significant impact on student satisfaction with teaching quality, while gender and 
student origin have no significant impacts; teaching facilities, teaching 
management, and self- development have significant effects on student 
satisfaction with teaching quality, while majors and the impact of curriculum, 
theoretical teaching, and practical teaching is not significant.  Tian et al.  (2007) 
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believed that the degree of student satisfaction is simply the subjective view of 
students in various aspects of school life. Yang et al. (2011) conducted a survey 
and research on eight universities in Nanjing and found that the factors affecting 
overall student satisfaction are as large as the degree of influence.  The 
descending order is:  professional courses, campus culture, faculty, practical 
innovation, post-service, and teaching auxiliary facilities. 

Higher Education Service Quality and Student Satisfaction 
When studying the relationship between service quality and 

satisfaction, foreign scholars usually come to the conclusion that the main 
reason affecting satisfaction is service quality.  Adee Athiyaman (1997) , in the 
process of studying the relationship between the service quality of higher 
education and student satisfaction, believed that the difference between 
students’  expectation for higher education and their actual feeling would 
ultimately determine students’  rating of higher education services.  Carrie 
Leugenia Ham (2003) introduced customer behavioural tendency from market 
economics into education, and believed that the service quality of higher 
education directly affected student satisfaction, thus indirectly affecting 
customer behavioural tendency.  Generally speaking, most foreign scholars 
believe that the service quality of higher education should meet the desire and 
demand of customers, and students’  overall perception of the service quality 
of higher education as basic customers plays an important role in the evaluation 
of service quality. 
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Chinese scholars have also studied the relationship between the two 
from different perspectives.  Li (2016)  believed that education was not the 
unilateral teaching of schools, but more important was students’  learning, and 
students’ satisfaction and learning effect were the core factors in the evaluation 
of educational services. In the research, it was found that when college students 
were regarded as the key in the higher service quality evaluation system, it was 
more beneficial for colleges and universities to improve their competitiveness. 
At the same time, the author also put forward that it was not only right to satisfy 
all the wishes of students, but to base the service quality on the status and 
teaching characteristics of colleges and universities. On this basis, we can better 
understand the needs of students and improve the service quality of colleges 
and universities. 

4. Research Objectives 
1)  To investigate the relationships between the postgraduates’ 

demographic profiles and satisfactory in using postgraduate education service in 
HBAU. 

2)  To explore student satisfaction with the postgraduate education 
service quality in HBAU. 
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5. Conceptual Framework 
 

6. Research Hypothesis 
H1 Postgraduates’ demographic profiles have significant differences in 

the student satisfaction with postgraduate education service quality. 
SubH1a There is a significant difference in student satisfaction with 

postgraduate education service quality between different genders. 

Independent Variables 
 

H2 

Demographic Profiles 

Gender 

Work experience 

Undergraduate graduation institution type 

Enrollment way 

School 

SERVQUAL Factors 

Tangibles 

Reliability 

Responsiveness 

Assurance 

Empathy 

 

Postgraduate Education 

Service Quality 

Student Satisfaction 

Dependent Variables 

 

H1 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1 Research Conceptual Framework 



118  วารสารเอเชียตะวันออกและอาเซียนศึกษา 
ปีท่ี 21 ฉบับท่ี 1   
 

 

 

SubH1b There is a significant difference in student satisfaction with 
postgraduate education service quality between students with or without 
working experience. 

SubH1c There is a significant difference in student satisfaction with 
postgraduate education service quality between different undergraduate 
graduation institution types. 

SubH1d There is a significant difference in student satisfaction with 
postgraduate education service quality between different enrolment ways. 

SubH1e There is a significant difference in student satisfaction with 
postgraduate education service quality between different schools. 

H2 The postgraduates of HBAU are satisfied with the service quality of 
postgraduate education. 
 
7. Research Methodology 

This paper adopts quantitative research method to discuss the 
evaluation of postgraduate education service quality, and takes HBAU as an 
example to measure postgraduates’ satisfaction. 

Due to the characteristics of services, the measurement of service 
quality is very difficult. As a kind of service, postgraduate education services also 
have such problems. For the education industry, judging from current research, 
there are four main methods for evaluating the quality of education services: 
SERVQUAL model, Importance-Performance model, SERVPERF model and CSI. 
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Among them, the SERVQUAL model is the most widely used.  Investigating the 
reason, the research of Kai et al. proved that the model has strong practicability 
and sensitivity in collecting and analyzing students’  perception information of 
educational services (Yu, 2009) .  This study combines the characteristics of 
postgraduate education services to revise the SERVQUAL model to measure the 
quality of postgraduate education services. 

In this study, the cross-sectional survey questionnaire and quantitative 
research are the main empirical study methods used to test the conceptual 
framework and hypotheses.  The survey use stratified sampling method to 
collect the data from full- time postgraduate students who are currently 
studying in HBAU.  

In the previous interviews, it was found that due to differences in 
gender, undergraduate graduation institution type, work experience and 
enrolment way, postgraduate satisfaction with the quality of postgraduate 
education service in HBAU would be different.  In order to test whether the 
personal characteristics of postgraduate students in this study affect their 
satisfaction with the quality of educational services, and whether the influence 
is statistically significant, the following statistical analysis will be carried out on 
the personal characteristics of postgraduates.  According to the nature of each 
individual characteristic, these characteristics are divided into different 
categories; different statistical methods will be used. Gender, school, and work 
experience are divided into two categories, which are dichotomous variables. 
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Independent sample T test is used.  There are three or more types of 
undergraduate graduation institution type and enrolment way, so one- way 
ANOVA is adopted. 

8. Hypotheses Testing and Research Findings 
A total of 300 questionnaires were distributed in the survey and 245 

questionnaires were returned, with a recovery rate of 81.7%. After removing 23 
unanswered and invalid questionnaires, 222 valid questionnaires were obtained, 
with an effective rate of 90.6%. 
Table1 
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Hypothesis 1 tests postgraduates’ demographic profiles have significant 
differences in the student satisfaction with postgraduate education service 
quality. 

According to the nature of each individual characteristic, these 
characteristics are divided into different categories, different categories, different 
statistical methods will be used.  Gender, school, and work experience are 
divided into two categories, which are dichotomous variables.  Independent 
sample T-test is used. There are three or more types of colleges and universities 
for undergraduate graduation institution type and enrolment way, so one-way 
ANOVA is adopted.  Perform the analysis of the homogeneity of variance first, 
when the result is that the variance is homogeneous and the difference is 
significant, the Scheffe method is used for multiple comparisons; when the 
result does not meet the assumed homogeneity of the variance and the 
difference is significant, Tamhane's is used to performs multiple comparisons. 
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According to statistical analysis, the degree of satisfaction of 
postgraduates with HBAU's postgraduate education service quality is different 
due to differences in personal circumstances such as gender, school, work 
experience, undergraduate graduation institution type and enrolment way. Not 
all of the twenty- four measurement items have statistically significant 
differences, but many of them have significant differences. 

Therefore, the results accepted Hypothesis 1 which states that 
postgraduates’  demographic profiles have significant differences in the student 
satisfaction with postgraduate education service quality. 

Hypothesis 2 tests the postgraduates of HBAU are satisfied with the 
service quality of postgraduate education. 

There is a causal relationship between the service quality of 
postgraduate education and student satisfaction.  With high service quality, 
student satisfaction is also high. On the contrary, student satisfaction is low. 
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Table 3 
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The magnitude of the expected value reflects the degree to which 
postgraduates consider the measurement item to be important.  Perceived 
value reflects the actual service quality of postgraduate education experienced 
by postgraduates. 
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As can be seen from Table 3, all the gap values are negative, indicating 
that postgraduate students are generally dissatisfied with the service quality of 
postgraduate education in HBAU. The greater the gap between perceived value 
and expected value, the lower the degree of satisfaction of postgraduates. The 
sensory-period gap values of tangibles, reliability, responsiveness, assurance and 
empathy were -1.38,-1.43,-1.49,-1.28 and -1.80, indicating that the degree of 
satisfaction of postgraduates was from high to low in order: assurance, tangibles, 
reliability, responsiveness and empathy. 
Table 4 
Paired sample T test of perceived service and expected service of postgraduate 
education service quality 
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In order to test whether these gaps are statistically significant, the 

expected service and perceived service of 24 items in five dimensions of service 
quality were tested by paired samples, and the results are shown in Table 4. It 
can be seen that, at the level of 0.01 (2-tailed), the postgraduates’ perceptions 
and expectations of all measurement items of the graduate education service 
of HBAU are significantly different, which means that the postgraduates are 
dissatisfied with the postgraduates’ service quality of HBAU. 
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Therefore, the results rejected Hypothesis 2which states that 
postgraduates of HBAU are satisfied with the service quality of postgraduate 
education. 
 
9. Suggestions 

Postgraduate education services are inseparable from the participation 
of the government, universities and postgraduates.  The improvement of 
postgraduate education service quality and student satisfaction requires the joint 
efforts of the three.  The service quality of postgraduate education and student 
satisfaction should be improved from the following three aspects:  improving the 
construction of university management team, strengthening the construction of 
university management system and improving university learning environment. 
The countermeasures and suggestions mainly include strengthening the 
development of management human resources, strengthening the cultivation of 
school education management innovation ability, establishing the management 
service concept of “people-oriented” , building a scientific curriculum system, 
establishing an academic exchange platform, striving to improve the 
comprehensive innovation ability of scientific research, and improving the 
innovation ability of school education management. 
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