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Impact of Service Quality on Customer Satisfaction in Higher Education

Institutions

dlydl Ol gie

Kundi, G. M., Khan, M. S., Qureshi, Q., Khan, Y., & Akhtar, R. (2014).

- To evaluate the student perceptions about the service quality of
Gomal University with reference to satisfaction of their students
a service quality and student satisfaction model will be developed by
using SERVQUAL instrument to observe the relationship among them.
The objective of the study was to investigate the impact of service quality
on customer satisfaction in education sector and try to get to know
that what are the main priorities for what a student looking for
while getting admission in any education institution including Gomal

University that how much quality is matter for a student.

Descriptive Analysis

This study is carried out on nearly 200 students of Gomal University DIKhan of
Pakistan to find out Impact of service quality on customer satisfaction in

education sector

Survey

oy 1 B

- Thereissignificant relationship between the tangibility and assurance as
the sample population of the study consider these two factors as most
important factors for improvement of service quality in higher education

system
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Students attach greater value to their satisfaction from the

institution and its credibility before taking admission

The impact of customer satisfaction and relationship quality on customer

retention: A critical reassessment and model development

Hennig-Thurau, T, & Klee, A. (1997)

- To develop a conceptual foundation for investigating the customer
retention process, with the use of the concepts of customer satisfaction
and relationship quality
The role of customer satisfaction in relationship marketing

The customer’s trust, and his or her relationship commitment

gé.pj_l\/ Descriptive

A Critical Reassessment and Model Development on

John Wiley & Sons, Inc.

Data collection

The relationship between relationship quality and customer retention is
influenced by intra-psychological, contextual, and situational factors as

well.

The traditional understanding of the customer’s product- or service-
related quality perception must be broadened for three aspects:
1. A competition-related perspective must be added.

2. The customer’s level of involvement has to be considered.

3. The quality construct has to be differentiated on the basis of changes

of the customer’s internal expectation standard.
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Hennig-Thurau, T., & Klee, A. (1997). The impact of customer satisfaction and relationship
quality on customer retention: A critical reassessment and model development. Psychology
& marketing, 14(8), 737-764.

Kundi, G. M., Khan, M. S., Qureshi, Q., Khan, Y., & Akhtar, R. (2014). Impact of service
quality on customer satisfaction in higher education institutions. Industrial Engineering
Letters, 4(3), 23-28.
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