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ABSTRACT 

The improvement of educational services can have a direct impact on the 

student's avoidance rate in the concomitant / subsequent technical courses. 

Being of vital importance to be able to anticipate and anticipate the factors 

that are important in the provision of educational services aiming at 

satisfying the student's satisfaction. The purpose of this study is to apply a 

questionnaire that allows to evaluate the perception or expectation of the 

students who are already attending and those who are beginning their study 

day in the concomitant / subsequent technical courses in Administration. It 

will become the basis for future studies as to the main quality factors in 

service that affect student satisfaction and loyalty. For this purpose, the 

SERVQUAL tool will be used to measure the quality of the services 

provided.  
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1. INTRODUCTION 

 Organizational success is related to the profile of the administrative leaders who 

have the competencies to lead the concurrent demands of the competitors (SMITH; 

TRACEY, 2016). Their decisions are crucial and they become an effective competitive 

strategy for the company (ROSS; SHARAPOV, 2015). Thus, the incessant search for 

the guarantee of excellence in the provision of services and the competitiveness in the 

global market are directly linked to the improvement in quality. Longo and Vergueiro 

(2003) corroborate that Quality Management aims at the survival of organizations 

through consumer satisfaction. 

 As a way of studying the internal factors that contribute to the fulfillment of 

consumers' expectations, whether they are students of the integrated technical 

course, concomitant or subsequent in administration, or other courses, the 

SERVQUAL quality tool was used. According to research by Dettmer, Socorro and 

Katon (2002) and Rosemberg et al. (2018), SERVQUAL allows structuring quality 

factors in five dimensions: tangibility, reliability, responsiveness, security and empathy. 

These factors may contribute to the identification of problems in the educational 

processes of the institution as a whole. 

 Wagner et al. (2017) corroborate that the service sector has been important in 

the world economy, including in academic sectors, as mentioned by Loures and 

Camponar (2005), this importance has been reflected in the academic area since the 

1960s, when the marketing researchers began to demonstrate the differences 

between goods and services, but it was only during the 1980s that we began to study 

the subject more deeply. 

 Cukier and Silva (2012) complement that the quality of service from the 

SERVQUAL tool should be measured from the gap between the expectation and the 

quality perceived by the consumer, be they students, teachers or employees, and the 

research should be compared in three different moments: before, during and after the 

service. 

 In this context, paper aims to identify which attributes of quality perception are 

most important for the student consumer, to know if there is a predominance of one 

group in relation to the other. Finally, through a data analysis, we intend to verify if the 
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grouping of factors follows a logic of technical information to support strategies in the 

educational context. 

 The study assumes relevance due to the need that the educational 

organizations present in the adoption of strategies, in face of the current market 

evolutions, that interfere in order to achieve a symmetry in the company administration 

and in the analysis of educational public policies. 

 The paper was structured in different sections. In section 2 the research method 

is outlined, highlighting a flow chart that bases the steps of data collection, analysis 

and interpretation obtained and its main aspects. Subsequently, the bibliographic 

review is contextualized presenting the main contributions of research relevant to the 

area under study in this article. In the sequence, the results are shown. Finally, the 

conclusions of the research and their respective references are presented.  

2. METHOD OF RESEARCH 

 This section aims to present pertinent aspects to the methodological 

procedures adopted to carry out this work. From the central concept formulated as a 

general objective, the methodology was established for each stage of the study. In 

order to define the survey phase, two macrocategories were determined for the data 

collection: (i) determination of the search tool "SERVQUAL": (ii) structuring the gaps 

that make up the students' perception of quality. 

 From the flow shown in Figure 1 and Figure 2, the steps that were necessary 

for the practical realization of the research are sequentially observed. The initial stage 

was the formulation of the research problem and its delimitation, where an interface 

between the educational area and quality. Next, the general and specific objectives of 

this work were elaborated. In the third stage, the theoretical study was made.  
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Figure 1: Activities carried out to conduct the action research 

Source: Authors (2017) 

 In the fourth stage, through the theoretical study, we determined the general 

framework of questions to be listed in the SERVQUAL tool. In the fifth step, the 

operators were selected to compose the factor guidelines. In the sixth step, the 

theoretical factors were elaborated, in tabular form, through the selected indicators. In 

the seventh stage, the factors were discussed and the need for textual description was 

verified. 

 
Figure 2: Key steps activities for conducting action research 

Source: Authors (2017) 

 The public in study is represented by the students of the concomitant/ 

subsequent technical courses in administration, logistics and interior design. As for the 
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data collection period, because it is a cross-sectional study, it was applied to the 

students who attend the institution in the afternoon and evening period and who are 

already studying or are beginning their studies. 

 The data collection was performed based on a questionnaire applied in the 

course and the results obtained in this research underwent a process of analysis. In 

order to keep the students confidential, they were not identified in the present study. 

The questions in the questionnaire were related to procedures of quality dimensions, 

such as tangibility, reliability, responsiveness, safety and empathy. The procedures 

used to analyze the information were: coding of the answers, tabulation of data and 

interpretation of the particularities. MS Excel was used for data tabulation. 

 According to Araujo et al. (2017), the SERVQUAL tool is a model of ordering, 

increasingly, notes that are obtained, aiming at measuring the strengths and 

weaknesses of quality in consideration of five dimensions: tangibility, reliability, 

responsiveness, security and empathy. Table 1 presents the questions used in the 

institution. 

Table 1: Description of constructor dimensions 
Constructor  Dimensions 

Tangibles 
 

Q1 • Modern equipment 
Q2 • Visually attractive physical facilities 
Q3 • Clean and well-dressed staff 
Q4 • Visually attractive service equipment and materials 

Reliability 
 

Q5 • Show real interest in solving the problem 
Q6 • Non-discriminatory treatment provided by employees 
Q7 • Perform the service in the promised time 

Responsiveness 
 

Q8 • Reliably save service history 
Q9 • First time customer problem solving 
Q10 • Inform about the period of execution of the services 

Warranty 
 

Q11 • High quality service standards 
Q12 • High quality administrative services 
Q13 • High-quality academic services 

Empathy 
Q14 • Student friendly service 
Q15 • Provides easy-to-understand information 
Q16 • Convenient operating hours 

Source: Adaptado de Parasuraman, Zeithaml e Berry (1988), Cukier e Silva (2012) e Leonard (2018) 

 The questionnaire was applied through the use of the Google Drive platform, 

which consists of the concept of cloud computing, facilitating the storage of files and 

the formulation of questionnaires using the internet as a means of relation to apply 

them in companies. The data obtained, together with the students, were used as a 

basis to characterize the process of development of school management for the 
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teachers participating in the research. Finally, the general structuring of the research 

is classified as descriptive and comparative, of an exploratory nature. 

 Based on the analyzes of the researches and their respective authors, as well 

as the research reference made by Leonard (2018), the following research hypotheses 

were developed: 

 Research hypothesis 1 (H1): Perception of tangible dimension has a positive 

relation on general perceptions of quality of service in relation to educational 

services; 

 Research hypothesis 2 (H2): Perception of the reliability dimension has a 

positive relation in the general perception of service quality in relation to 

educational services; 

 Research hypothesis 3 (H3): The perception of the responsiveness dimension 

has a positive relation in the general perceptions of service quality in relation to 

educational services; 

 Research hypothesis 4 (H4): Perception of guarantee dimension has a positive 

relation on general perceptions of quality of service in relation to educational 

services; 

 Research hypothesis 5 (H5): The perception of empathy has a positive relation 

in general perceptions of quality of service in relation to educational services. 

 As for sampling, Gil (2002) points out that in social surveys, different forms can 

be assumed, depending on the type of population, its extent and the material 

conditions for carrying out the research. In this sense, the sample is not accidental 

probabilistic, since the elements of the population are referring to the students who 

attend the concurrent / subsequent technical courses afternoon and evening and daily.  

 In this direction, Cukier and Silva (2012) treat SERVQUAL as a multi-item scale 

constructed to measure expectations (E) and/or perceptions (P) of the learning 

consumers according to the service provided. Quality (Q) is the result of the difference 

between (P) and (E). 

 The evaluation of quality satisfaction is done by subtracting perceived 

performance (P) from expectations (E). After this step the scores found in perceptions 

and expectations are calculated, and three responses can be obtained:  
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 1st point: Unmet expectation (Expectation> Perception). It occurs when the 

consumer creates a high expectation and this is not satisfied; 

 2nd point: Expected attention (Perception> Expectation). It occurs when the 

consumer realizes that his expectation has been met; 

 3rd point: Expectation surpassed (Perception >> Expectation). It occurs when 

the perception of the benefits acquired by the consumer surpasses all the 

competitive value propositions, having high engagement. 

3. SERVQUAL APPROACH TO MEASURE THE QUALITY OF EDUCATIONAL 

SERVICES 

 In the bibliographic review the concepts that relate to the objective of the work 

are demonstrated. Firstly, it is a succinct vision referring to the SERVQUAL approach, 

then a brief description of the five dimensions, highlighting its main peculiarities. 

Finally, the contextualization of the main themes of the new technological revolution. 

 According to Clewes (2003) and Marzo-Navarro, Pedraja-Iglesias and Pilar 

Rivera-Torres (2005), there is no agreement on the best model to measure the quality 

of the educational service. Each model used has its own advantages and 

disadvantages. In general, the models most used to measure the quality of service in 

educational services are SERVQUAL (PARASURAMAN; ZEITHAML; BERRY, 1988), 

SERVPERF (ABDULLAH, 2006b), HEdPERF (ABDULLAH, 2006a) and Wagner et al. 

(2017). 

 According to Parasuraman, Zeithaml and Berry (1988), the core of this model 

is the ability to measure whether the actual performance of services exceeds 

consumer expectations. To measure this, five dimensional measures are used:  

a) Tangibles: are related to the physical condition and availability of facilities and 

human resources; 

b) Reliability: it is related to the capacity of service providers to provide services 

as promised; 

c) Responsiveness: is related to the ability of service providers to provide the best 

service to consumers; 

d) Guarantee: deals with the knowledge and skills of the employees of the service 

providers; 
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e) Empathy: deals with the personal care provided by the service provider to 

customers / consumers. 

 The use of SERVQUAL in educational services has been the focus of new 

studies on student and teacher behavior (ZAMMUTO; KEAVENEY; O'CONNOR, 

1996; BROWNE et al., 1998; OLDFIELD; BARON, 2000; DE JAGER; GBADAMOSI, 

2013; WAGNER et al., 2017). 

4. RESULTS 

 The analysis of the results was performed based on the attributes related to the 

quality of the service, always with the objective of finding the elements responsible for 

the quality of service and customer satisfaction. Subsequently, a classificatory 

analysis will be carried out of the dimensions that were better evaluated by the 

students and which need to focus on improving satisfaction. 

 Table 2 presents the questions, as well as the value that each student gave for 

each item, in which 1 means unimportant and 5 very important. It also shows the total 

amount that each question received. 

Table 2: Description of the questions and their respective values 

  
 Student respondents 

T
o

ta
ll

 

Seq Description 1 2 3 4 5 6 7 8 9
1
0 

1
1 

1
2 

1
3 

1
4 

1
5 

1
6 

1
7 

1
8 

1
9 

2
0 

2
1 

2
2 

2
3 

2
4 

2
5 

2
6 

1 
Modern 
equipment 

4 3 5 5 5 3 5 5 3 4 5 4 5 3 4 5 4 4 5 5 5 4 5 4 5 5 

11
4 

2 

Visually 
appealing 
physical 
facilities 

4 4 5 5 4 5 5 5 4 -  5 3 3 2 2 3 3 3 2 5 5 4 5 3 4  - 
93

 

3 
Clean and 
well-dressed 
staff 

5 5 5 5 5 4 5 5 3 5 5 5 5 3 3 3 3 4 5 5 5 5 5 5 5 1 

11
4 

4 

Visually 
appealing 
service 
equipment 
and 
materials 

5 4 5 5 5 3 5 5 4 4 5 3 3 4 3 2 4 4 4 5 5 5 5 4 5 -  

10
6 

5 

Show real 
interest in 
resolving the 
problem 

5 5 5 5 5 5 5 5 4 5 4 5 5 4 5 4 5 5 5 5 5 3 5 5 5  - 

11
9 

6 

Non-
discriminator
y treatment 
provided by 
employees 

5 5 5 5 5 4 5 5 5 3 5 5 5 5 5 4 2 5 3 5 5 2 5 4 5  - 

11
2 

7 

Carry out the 
service in the 
promised 
time 

4 5 5 5 5 3 5 5 4 4 4 4 3 4 5 5 5 4 4 4 5 4 4 5 5 -  

11
0 



 
 

 
[http://creativecommons.org/licenses/by/3.0/us/] 
Licensed under a Creative Commons Attribution 3.0 United States License 

 

1382 

INDEPENDENT JOURNAL OF MANAGEMENT & PRODUCTION (IJM&P) 
http://www.ijmp.jor.br v. 10, n. 4, Special Edition IFLOG 2018 
ISSN: 2236-269X 
DOI: 10.14807/ijmp.v10i4.758 

8 
Save service 
history 
reliably 

5 5 5 5 5 4 5 5 5 5 4 5 5 5 5 5 3 4 5 5 5 5 4 4 3 -  

11
6 

9 

Solving the 
Customer 
Problem the 
First Time 

4 4 5 5 5 4 5 5 5 4 5 3 3 4 4 3 2 5 3 5 5 2 5 4 4 5 

10
8 

10 

Inform about 
the period of 
execution of 
the services 

4 4 5 5 5 3 5 5 4 4 4 4 3 4 5 5 4 4 5 5 5 3 4 5 5 2 

11
1 

11 
High quality 
service 
standards 

4 4 5 5 4 4 5 5 4 5 5 4 5 5 5 4 2 4 5 4 5 5 4 5 5 5 

11
7 

12 
High-quality 
administrativ
e services 

5 5 5 5 5 5 5 5 5 4 4 5 5 5 5 5 3 3 5 5 5 5 4 5 5 5 

12
3 

13 
High-quality 
academic 
services 

4 5 5 5  - 4 5 5 5 4 5 5 4 4 5 4 3 3 4 4 5 4 5 4 4 5 

11
0 

14 
Student 
friendly 
service 

4 5 5 5 5 5 5 5 4 5 5 5 5 5 4 5 3 5 5 4 5 2 5 5 5 2 

11
8 

15 

Provides 
easy-to-
understand 
information 

3 5 5 5 3 4 5 5 4 5 5 4 5 3 4 5 4 3 5 4 4 5 4 5 4 5 

11
3 

16 
Convenient 
operating 
hours 

4 5 5 5 5 3 5 5 4 5 5 3 5 5 4 5 2 4 5 5 5 5 4 4 5 5 

11
7 

17 

I would talk 
about the 
quality of the 
institution to 
the public 

4 5 5 5 5 5 5 5 5 5 5 4 5 5 5 4 2 4 5 5 5 4 5 2 5 5 

11
9 

18 

I would 
recommend 
the 
institution to 
the public 

5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 5 5 4 5 5 5 5 

12
8 

19 

I will remain 
faithful to this 
institution 
until my 
studies are 
completed, 
as well as for 
my studies in 
the future 

4 5 5 5 5 5 5 5 5 5 5 4 5 4 5 5 5 5 5 5 5 3 5 5 5 5 
12

5 

 From Table 2, the best evaluated item was item "18" and the worst evaluated 

was item "2". Regarding item 2, it is emphasized that it is a very subjective factor if we 

analyze under the prism of the student, because each one forms a perception of the 

physical facilities based on their experience. However, actions such as the renewal of 

physical structures can contribute to reduce this negative perception. Regarding item 

18, an extremely positive convergence was observed in the direction of a free 

marketing of the institution, since the students themselves would recommend to the 

public. 
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 Table 3 shows the percentage values, based on the maximum value that each 

question obtained and the maximum overall value, being the sum of all the maximum 

values computed. 

Table 3: Percentage values of each question 

Seq Description Line (%) 
Genera
l (%) 

1 Modern equipment 87,6923 5,2462 
2 Visually appealing physical facilities 71,5385 4,2798 
3 Clean and well-dressed staff 87,6923 5,2462 
4 Visually appealing service equipment and materials 81,5385 4,8780 
5 Show real interest in resolving the problem 91,5385 5,4763 
6 Non-discriminatory treatment provided by employees 86,1538 5,1542 
7 Carry out the service in the promised time 84,6154 5,0621 
8 Save service history reliably 89,2308 5,3382 
9 Solving the Customer Problem the First Time 83,0769 4,9701 
10 Inform about the period of execution of the services 85,3846 5,1081 
11 High quality service standards 90,0000 5,3843 
12 High-quality administrative services 94,6154 5,6604 

13 High-quality academic services 84,6154 5,0621 
14 Student friendly service 90,7692 5,4303 
15 Provides easy-to-understand information 86,9231 5,2002 
16 Convenient operating hours 90,0000 5,3843 
17 I would talk about the quality of the institution to the public 91,5385 5,4763 
18 I would recommend the institution to the public 98,4615 5,8905 

19 
I will remain faithful to this institution until the completion of my studies, 
as well as for my future studies 

96,1538 5,7524 

 Table 4 shows the distribution of the points between the 5 dimensions of the 

survey, in which the total value of the distribution should be the maximum value of 100 

points. The red markings mean the size with the least importance, the yellow mark 

means the dimension with the second most important and the mark in green means 

the most important dimension. 

Table 4: distribution of points between dimensions 

A 

Tangibility: 
The 
appearance 
of physical 
facilities. The 
staffs look 
good. The 
equipment 
looks well 
maintained 30

 
20

 
20

 
10

 
20

 
15

 
10

 
20

 
20

 
20

 
25

 
10

 
15

 
20

 
10

 
- 30

 
25

 
20

 
10

 
20

 
27

 
30

 
10

 
20

 
10

 
20

2 

B 

Reliability: 
***'s ability to 
deliver the 
promised 
service with 
reliability and 
accuracy 10
 

20
 

10
 

20
 

20
 

20
 

10
 

20
 

30
 

20
 

20
 

25
 

20
 

20
 

15
 

 15
 

15
 

20
 

20
 

20
 

10
 

20
 

20
 

20
 

30
 

19
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C 

Responsibility
: The 
willingness of 
employees to 
assist 
customers 
and provide 
prompt 
service 10

 
20

 
20

 
20

 
20

 
15

 
50

 
20

 
15

 
20

 
15

 
25

 
20

 
20

 
35

 
 20

 
25

 
30

 
20

 
20

 
35

 
10

 
20

 
20

 
10

 
21

0 

D 

Guarantee: 
The 
knowledge 
and courtesy 
of employees 
and their 
ability to 
convey trust 
and security 40

 
20

 
30

 
20

 
20

 
25

 
20

 
10

 
20

 
20

 
10

 
20

 
25

 
20

 
25

 
- 20

 
15

 
20

 
20

 
20

 
13

 
10

 
20

 
20

 
25

 
18

3 

E 

Empathy: The 
concern and 
individualized 
attention that 
employees 
offer to their 
clients 10

 
20

 
20

 
30

 
20

 
25

 
10

 
30

 
15

 
20

 
30

 
20

 
20

 
20

 
15

 
 15

 
20

 
10

 
30

 
20

 
15

 
30

 
30

 
20

 
25

 
21

5 

 It is observed that the dimension "Empathy" was the best evaluated. The 

"Responsibility and Guarantee" dimensions were considered second, and the 

dimension "Tangibility" was considered the least important. 

 Table 5 shows the distribution of dimensions, in which item 1 means the most 

important, 2 the second most important and 3 the least important, as well as the 

general distribution, by sex and the embranco. 

Table 5: cross-distribution between dimension and importance 
Occurrences Male Female White 
 1 2 3 1 2 3 1 2 3 1 2 3 

A 2 4 11 1 1 0 1 2 10 0 1 1 

B 6 6 5 1 1 3 4 2 2 1 3 0 

C 7 7 1 0 3 0 4 4 1 3 0 0 

D 3 7 4 1 0 1 2 6 2 0 1 1 

E 8 2 5 2 0 1 5 2 1 1 0 3 

 In this Table 5, the “Tangibility” dimension was considered by two students as 

the most important and by four students as the second most important and by eleven 

students as the least important. The “Reliability” dimension, however, remained within 

an average of distribution, in which six students answered that it was the most 

important or the second most important and five students answered that it is the least 

important.  
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 The Dimension “Responsibility” was considered by seven students as the most 

important and the second most important and only one student considered less 

important. The “Guarantee” dimension was considered by three students as the most 

important, by seven students as the second most important and by four students as 

the least important. To conclude, the dimension "Empathy" was considered the most 

important by eight students, two students considered it the second most important and 

five students regarded it as the least important. 

 In this way it is observed that there was a variation in the students' responses, 

a fact that can be analyzed by the cross-distribution between sex and age, since the 

majority of the students are in the age range between 15 and 19 years, according to 

Table 6. 

Table 6: cross-distribution between size and age group 
Most Important 2nd Most Important Less Important 

Female audience Female audience Female audience 
 15 16 17 18 19 20 36 45 15 16 17 18 19 20 36 45 15 16 17 18 19 20 36 45

A 0 0 0 0 1 0 0 0 0 1 0 1 0 0 0 0 2 4 0 2 0 0 1 1 

B 1 2 0 1 0 0 0 0 1 1 0 0 0 0 0 0 1 0 0 1 0 0 0 0 

C 0 1 0 2 0 0 1 0 1 1 0 1 1 0 0 0 1 0 0 0 0 0 0 0 

D 1 0 0 0 0 0 0 1 2 2 0 1 0 0 1 0 0 2 0 0 0 0 0 0 

E 2 3 0 0 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 1 0 0 0 

Male audience Male audience Male audience 
 15 16 17 18 19 20 36 45 15 16 17 18 19 20 36 45 15 16 17 18 19 20 36 45

A 0 0 1 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 

B 0 0 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0 1 1 1 0 0 0 0 

C 0 0 0 0 0 0 0 0 0 1 1 0 0 1 0 0 0 0 0 0 0 0 0 0 

D 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 

E 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 

5. CONCLUSION 

 The main characteristics of each of SERVQUAL's five dimensions were 

presented in the research, with the intention of being a facilitating agent that helps and 

directs teachers and students involved in the educational process, since it seeks to 

make a comparison between the expectations and perceptions presented. It should 

be emphasized that the objective of the research is to broaden the discussion and the 

theoretical basis surrounding the theme of educational quality.  

 Evaluating the context, it is important to mention that with the constant evolution 

of technology, new changes in educational proposals, their behaviors and ways of 
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determining the new student-teacher relationship to administer and facilitate 

educational management activities and processes are remodeled. 

 In this way, the work contributed to those who seek to better understand the 

definitions and concepts related to SERVQUAL, thus providing researchers and 

stakeholders with a study on the subject. As a limitation of this study, it is possible to 

say that, the study is in the phase of forming an interdisciplinary team to propose 

solutions to the data presented in this study, which will involve baccalaureate students, 

integrated technical, concomitant and subsequent. 

 But as a way to validate students' scores and perceptions regarding the quality 

of service provided, the students were asked to inform which of the 5 constructs they 

considered most important and was marked Empathy, the second most important 

were responsibility and guarantee and the least important was the tangibility of the. 

 Allowing to observe in a cross-analysis that the tangible construct obtained the 

third highest score, but was marked as being the least important, the construct 

guarantee that in the score obtained the lowest score, was marked as the second most 

important, together with the construct responsibility. 

 Observing the distribution of points and the choices between the most and least 

important, there were some cases of inconsistency, because a high score was given 

and in the classification of importance was not given the same importance. In this 

group occurs the predominance of women and the majority are young, between 15 

and 19 years. Having only two respondents above the age of 30. Five respondents did 

not want to report their age as well as genre. 

 The research is being extended to other classes of technical courses, as a way 

to improve the validation of research questions, as well as to improve the answers to 

the research question, which will be made available in future works. 
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