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ABSTRACT - The objective of this research paperis to assess the role of gender in
evaluating the service quality of public polytechnic institutions. This study is based
on the primary data. Questionnaire is framed for collecting the necessary
information. Likert’s 7 pointscale has been adopted to quote the responses of the
students. A sample of 250 students is taken for study. The data was analyzed with
the help of Independent Sample “T’-Test. This study analyzes the role of gender in
evaluating the service quality of public polytechnic institutions. It is important to
investigate service quality logically because in the present era of fierce competition
among institutions, quality of service plays an important role for their survival.
Different students perceive the service quality differently according to their
demographic features. The study concluded that no significant differences between
male and female respondents for service quality dimensions in public polytechnic
institutes.
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1. Introduction

Nature and delivery of higher education is one of the important requirements for the
institutions to be successful in present globalized world. Demographic aspect of
service quality is also considered important to know about the perception of
students. This study analyzes the role of gender in evaluating the service quality of
polytechnic institutions. The rule of survival of the fittest applies. The institutions
which are best & provide quality services will be able to survive in the long run. The
quality sets must be efficient and better than the others to remain in competition.
Different students perceive the service quality differently according to their
demographic features. It is immensely significant for an institution to recognize the
effects of gender while evaluating the service quality. This is one of the very
important operative strategies of marketing. Thus the study has discussed the
differences in the student’s perception towards service quality of public polytechnic
institutes on the basis of gender.
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2. Review of Literature
Ganesan-Lim et al; (2008) examined the role of demographics in influencing the

observations of the factors of service quality. The main aim of the study was to
frame an outline of demographics and their effect on service quality. Primary data
was used for the study. The technique of M ANOVA was goplied to analyze the data.
The study also revealed that gender and Income were insignificant factors,
highlighting service sector is moving beyond the restriction of gender biasedness

and income inequalities.

M okhlis (2012) undertook the analysis to determine the discriminator demographic
and social variables for the service quality of local government. According to the
study there are dissimilar demographic groups and that different factors of service
quality may affect unlike groups differently. The study found that there were
statistically significant differences in discriminant functions namely: gender, age,
and education with regard to dimensions of service quality. Empathy, tangibles and
reliability were formed to be the three predictor variables which helped for
discriminating between the gender. It showed that perception of females was lower

than males.

Ivana et al;(2013) examined the demographic structure and perception of the
Bachelor students at the German study line. Questions related to learning and
teaching, educational services, infrastructure and streamlines for graduates. The
study found tha number of female were more than the number of male at the
Bachelor level, which indirectly showed the relation of gender and academic
enrollment of students. To find out the significant differences between male and
female concerning the gratification level of the professed quality, t — test for
independent sample had been used to compare the means of two populations.
Further, the study found that male group was less satisfied as compared to female
group in regard to features such as readiness of teaching staff, presence of technical

apparatus, and the availability of visiting and internal lecturers.
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3.Data Base and Research Methodology: The present study is based on primary

data. For the data collection, a questionnaire was developed based on SERVQUAL
scale and review of literature In all 35 statements were framed for evaluating the
service quality in polytechnic institutes. These attributes were measured on a seven-
point rating scale, ranging from 1 (strongly disagree) to 7 (strongly agree), where
students were asked to indicate the extent to which each attribute influences their
evaluation for choosing public polytechnic institutes. The data was analyzed with

the help of Independent Sample “T’-Test.

4.Hypothesis

Following is the hypothesis with regard to discernment of students related to gender
in public polytechnic institutes.

Hor.  No significant differences found in perception of students for service quality
dimensions through Gender.

4.1 Profile of students in Public Polytechnic Institutes:

In order to understand the perceptions of students towards service quality, the profile

of students in public polytechnic has been analyzed. On the grounds of gender, there

may be deviations in the service quality. These deviations are also evaluated. The

following tablel.1 shows the demograp hic features of the students.

Table 1.1
Profile of Students
Features Frequency | Percent | Cumulative Percent
Gender
Male 105 42.0 42.0
Female 145 58.0 100.0
Total 250 100.0

Source: Based on surney

Table 1.1 reveals that in sampled population, the number of males is 105 and
number of female is 145.Thus it is clear that there were more female respondents
(58%) than males (42%).

4.2 Exploration of differences in Students Perceptions to Service quality of
Public Polytechnic Institutes through Gender

The investigation of difference in student’s discernments to service quality across
the factor of gender has been discussed in this segment. In this study dependent
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variables are the magnitudes of service quality. The mean values of dependent
variables are calculated. This is done for the two categories male and female. The
data was analyzed with the help of Independent Sample ‘T’-Test. This test has
recognized significance of differences of means in students’ discernments to service

quality through gender.

Table 1.2
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Mean Scores of Students Perceptions towards Service Quality of Public

Polytechnic Institutes through Gender

Group Statistics
FACTORS GENDER N Mean Std. Std. Error
Deviation Mean
RELIABILITY Male 105 [4.9937 |.57267 .05589
Female 145 14.9724 |.60413 .05017
TANGIBILITY Male 105 |5.0143 |.79876 07795
Female 145 |5.0690 [.59983 .04981
TRUSTWORTHY Male 105 [5.0000 |[.84067 .08204
Female 145 (49138 [.85461 .07097
EXPERTISE Male 105 [4.8048 |[.74998 .07319
Female 145 [4.7931 [.72129 .05990
RESPONSIVENESS |Male 105 |5.0032 |.74607 .07281
Female 145 |5.0046 |.74327 .06173
EMPATHY Male 105 [4.9746 |.64167 06262
Female 145 [4.8322 |[.84266 .06998
PERSONAL Male 105 |4.9683 |.78789 .07689
ATTENTION Female 145 [4.8345 [.82132 .06821
CUSTOMIZED Male 105 [4.9302 [.72012 .07028
SERVICES Female 145 14.9149 |.73889 .06136
PROMPTNESS Male 105 [4.9270 [.72939 .07118
Female 145 |4.9977 |.68886 .05721
ASSURANCE Male 105 14.9619 |.76175 07434
Female 145 [4.8138 |.80135 .06655
Source: Author’s calculations
Table 1.3

IndependentSample “T’ Test: Differences in Service Quality of Public

Polytechnic Institutes through Gender

FACTORS Levene's Test t-test for Equality of
for Equality of Means
Variances
F Sig. T af Sig. (2-
tailed)
RELIABILITY [Equal 199 | .656 | .280 248 779
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variances
assumed
Equal .283 | 230.876 778
variances not
assumed

TANGIBILITY Equal 5.888 | .016 | -.618 248 537
variances
assumed
Equal -.591 | 184.109 .555
variances not
assumed

TRUSTWORTHY |Equal 1.285 | .258 | .793 248 429
variances
assumed
Equal .795 [ 226.350 428
variances not
assumed

EXPERTISE Equal 207 649 | 124 248 901
variances
assumed
Equal 123 | 219.013 .902
variances not
assumed

RESPONSIVENESS [Equal .003 | .959 [ -.015 248 .988
variances
assumed
Equal -.015 | 223.744 .988
variances not
assumed

EMPATHY Equal 6.387 | .012 | 1.453 248 147
variances
assumed
Equal 1.517 | 247.349 131
variances not
assumed

PERSONAL Equal .000 | .995 | 1.293 248 197
ATTENTION variances
assumed
Equal 1.301 | 229.457 194
variances not
assumed

CUSTOMIZED Equal 122 728 162 248 .871
SERVICES variances
assumed
Equal 163 | 227.516 871
variances not
assumed

PROMPTNESS Equal 493 | 483 | -.782 248 435
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variances
assumed
Equal - 774 | 216.502 440
variances not
assumed

ASSURANCE Equal .858 | .355 | 1.472 248 142
variances
assumed
Equal 1.484 | 230.546 139
variances not
assumed

Source: Author’s calculations
The mean scores of various dimensions of service quality are presented in the Table

1.2. The mean scores of service quality dimensions i.e. Tangibility, Responsiveness
and Promptness are more in case of females which reflected that females have more
distinctive viewpoint towards these dimensions as compared to males.While males
have more prominent viewpoint towards Reliability, Trustworthy, Expertise,
Empathy, Personal Attention, Customized services and Assurance dimensions. In
order to understand the significant differences in the opinion of males and females
towards service quality dimensions, Independent Sample ‘T’ Test has been applied

and the results are presented in Table 1.3.

Table 1.3 reveals that there are no significant differences between male and female
respondents towards service quality dimensions. Both male and female perceptions
towards service quality are almost same. The results are in line with Ganesan-Lim et
al;(2008)and Grazhdani & Merollari(2015) which also showed no significant
differences between male and female respondents for service quality dimensions.
The reason is that majority of male & female students belongs to rural background
.Thus they are not much aware about service quality dimensions. In addition to it,
most of the students belong to under privileged category so they are least bother

about service quality dimension.
5. CONCLUSION

The above analysis in respect of assessing the perceived differences of service
quality in public polytechnic institutes with regard to gender. In case of Public
polytechnic institutes the study reveals that there are no significant difference is

found between male and female respondents towards service quality dimensions.
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Both genders have same perceptions towards the entire dimension of service quality.
This may be because both male and female in government institutions are majorly
career oriented & gives stress on academic concepts. It can be concluded that
demographic factors play a very important role in assessing the service quality of
polytechnic institutions. These factors provide guidelines to the higher education
industry to offer promptly and personally rather than through informal way. In a
nutshell, service quality of polytechnic institutions must be a line with the
demographic factors. Service delivery to the students should be analyzed from their

perspectives, rather than institutions” own perspective.

BIBLIOGRAPHY

World Bank (2008). Skill Development in India: The Vocational Education and
Training System. South Asia Human Development Sector (series;no.

22). Washington, DC. © World Bank.
https://openknowledge.worldbank.org/handle/10986/17937 License: CC BY 3.0
IGO.

NSDC (2013). District Wise Skill Gap Study for the State of Punjab (2012-2017,2017-
2022), New Delhi. Retrieved from : psdm.gov.in/pdf/reports/punjab-sg-report.pdf.

Mandal, K. & Banerjee, C. K. (2012). In Search of Performance Gap of
Education Service Providers: An Empirical Analysis Based On Engineering
Education Sector of West Bengal.Proceedings of the International
Conference on Economics and Finance Research IPEDR , 32,26-33. 2012.
Singapore.

Singh, Gurmeet (2011). A Survey of Resources and Services of Polytechnic College
Libraries of Punjab and Chandigarh .(Doctoral Thesis).Guru Nanak Dev
University,Amritsar.

Jain, S. K. & Gupta, G. (2004). Measuring Service Quality: SERVQUAL vs.
SERVPERF scales. Vikalpa, 29(2), 25-38.

Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). A Conceptual Model
of Service Quality and its Implications for Future Research.Joumal of
Marketing, 49(4), 41-50.

Page | 2243 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Mokhtar, S. B. & Husain, M. H. (2017). Service Quality of Polytechnic Using
SERVQUAL Model for Sustainable TVET System.Advanced Joumal of
Technical and Vocational Education, 1(1), 123-129 .

Yunus, N. K. Y., Ishak, S. & Razak, A. Z. A. A. (2010). Motivation, Empowerment,
Service quality and Polytechnic Students® lewl of satisfaction in
Malaysia. International Journal of Business and Social Science, 1(1), 120-128.

Jain, R., Sinha, G., & De, S. K. (2010). Service Quality in Higher education: An
Exploratory Study. Asian Journal of Marketing, 4(3), 144-154.

Sallis, E. (2002). Total Quality Management in Education, third edition, London ,
UK: Kogan Page Ltd.Retrieved from
https://hereamenia.files .wordpress.com/.../ebooksclub-

org__total quality manageme

Teeroowengadum, V., Kamalanabhan, T. J., & Seebaludk, A. K. (2016).Measuring
Service Quality in Higher Education: Dewelopment of a Hierarchical Model
(HESQUAL). Quality Assurance inEducation, 24(2), 244-258.

Lam, Y. Y. (2010). Impact of Globalization on Higher Education: An
Empirical Study of Education Policy and Planning of Design Education in
Hong Kong. Intemational Education Studies, 3(4), 73-85.

Hasan, H. F. A, llias, A, Rahman, R. A,, & Razak, M. Z. A. (2008). Service
Quality and Student Satisfaction: A Case Study at Private Higher Education
Institutions. International Business Research, 1(3), 163-175.

Mirzagoli, M., & Memarian, E. (2015). The Effects of Demographic Factors
on Customer Satisfacton from ATM (Case Study: mellat Bank in
Mazandaran state). Fen Bilimleri Dergisi (CFD), 36(3), 2049-2056.

Page | 2244 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Ananda, S; & Devesh, S. (2018) Factors Leading to Customer Satisfaction: An
Empincal Study of Retail Banking in Oman. International Journal of Economics and
Business Research, 16(4), 502-516.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of

Service Quality and its Implications for Future Research. The Journal of Marketing,
49(4) 41-50.

Kumar, S ;and Bhatnagar ,D .(2017). Factors Affecting Customer Satisfaction of
Food and Bewerage Outlets- A Study of Food and Bewerage Outlets between
Amrtsarand Jalandhar. IOSR Journal Of Humanities And Social Science (I0SR-JHSS)
,22(9), 65-71.

Madan, M. (2016). Determinants of Customer Satisfaction in Telecom Industry- A
Study of Indian Telecom Industry. Proceedings of the 3rd International conference
on Recent Innovations in Science ,Technology, Management and Environment.422-
428 ,18 December 2016,New Delhi India.

Wang, I. M., & Shieh, C. J. (2006). The Relationship between Service Quality and
Customer Satisfaction: The Example of CICU Library. Journal of Information and
Optimization Sciences, 27(1), 193-209.

Kontic, L. (2014 ). Measuring Service Quality in Higher Education: The Case
of Serbia. Proceedings of the International Conference on Management,
Knowledge and Learning . 645-654, 25-27 June 2014, Porto roz ,Slovenia .

Ibrahim, M. Z., Ab Rahman, M. N., & Yasin, R. M. (2014). Determining Factors of
Students’ Satisfaction with Malaysian Skills Training Institutes. International
Education Studies, 7(6), 9-24.

Bhaskar, N., & Shekhar, B. R. (2011). Assessment of Service Quality in Appatrel
Retailing-A Study of Three Select Cities. Young Economists Journal/Revista Tinerilor
Economisti, 9(17), 24-34.

[tumalla, R., Acharylu, G. V. R. K., & Shekhar, B. R. (2014). Dewelopment of
HospitalQual: A Senice Quality Scale for Measuring In-Patient Services in
Hospital. Operations and Supply Chain Management, 7(2), 54-63.

Sultan, P., & Tarafder, T. (2007). Critical Factors in Senice Quality Measurement for
Private Universities: The Case of Bangladesh. Ritsumeikan Journal of Asia Pacific
Studies, 22(1), 75-98.

Page | 2245 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Subrahmanyam, A., & Shekhar, B. R. (2014). HiEduQual: An Instrument for
Measuring the Critical Factors of Students’ Perceived Servce Quality. Management
Science and Engineering, 8(2), 103-109.

Ezeokoli, R. N., & Ayodele, K. O. (2014). Dimensions of Service Quality Encountered
by Students on Sustainability of Higher Education in Nigena. Dimensions, 4(6),147-
156.

Yoo, B., & Donthu, N. (2001). Developing a Scale to Measure the Perceived
Quality of an Internet Shopping Site (SITEQUAL). Quarterly Journal of
Electronic Commerce, 2(1), 31-45.

Sawant, K. B. (2016). A Comparative Study of Factors Affecting Servce Quality and
Leel of Customer Satisfaction in Local and Foreign Banks in Oman. Saudi Journal of
Business and Management Studies, 1(3), 112-117.

Wanjau, K. N., Muirun, B. W., & Ayodo, E. (2012). Factors Affecting Provision of
Service Quality in the Public Health Sector: A Case of Kenyatta National Hospital.
International Journal of Humanities and Social Science 2( 13),114-125.

Hundal, B. S., & Kumar, V. (2015). Assessing the Sernice Quality of Northern Railway
by using SERVQUAL Model. Pacific Business Review International, 8(2), 82-88.

Kayode, D.J., Oduwaiye, R. O., Etejere, P. A.O., Sheu, A. A., & Kutu, J. O. (2018).
Quality Academic Process: A Panacea for Student Dewelopment in University
Education. Journal of Quantitative Methods , 2 (1),63-87.

Apnani, D., & Lestar, Y. D. (2015).Integrating SERVQUALand QFD Framework for
Product and Senice Design Case Study :Beehive Café Bandung. Journal of Business
and Management ,4(9) ,990-1001.

Al-Dulaimi, Z. Y. S. (2017). Factors Influencing the Senice Quality in Higher
Education in Romania and lraq from Professors’ Perspective. Proceedings of
thellth International Management Conference on the Role of Management in the
Economic Paradigm of the XXIst Century. 11(1), 231-240, 2-4 November 2017,
Bucharest, Romania.

Lee, G. G., &Lin, H. F. (2005). Customer Perceptions of E-Service Quality in Online
Shopping. International Journal of Retail and Distribution Management, 33(2), 161-
176.

Lather, A. S., Singh, R., & Singh, K. A. (2012). Comparing the Levels of Expectation
and Satisfaction of Indian and Foreign Adwenture Toursts wsiting India.
APSTRACT: Applied Studies in Agribusiness and Commerce, 6(3-4) , 5-14.

Page | 2246 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Zafiropoulos, C., & Vrana, V. (2008). Service Quality Assessmentina Greek Higher
Education Institute. Journal of Business Economics and Management, 9(1), 33-45.

Devi,R. V., & Ramburuth, H. K. S. (2012). Assessing Service Quality in the Mauritian
Banking Sector Using SERVQUAL. Prestige International Journal of Management
and IT-Sanchayan, 1(1), 115-126.

Dhar, R. K., & Kushwah, S. V. (2009). Service Quality Expectations and Perceptions
of Public and Private Sector Banks in India: A Comparative Study. Retrieved
February,1(3) , 34-49.

Pongsin, K. (2012). Housekeeping, Human Resources: Competency Service
Standard Management for Hotel Business in ASEAN. International Journal of e-
Education, e-Business, e-Management and e-Learning, 2(5), 343-347.

Anwowie, S., Amoako, J., & Abrefa, A. A. (2015). Assessment of Students'
Satisfaction of Service Quality in Takoradi Polytechnic: The Students'
Perspective. Journal of Education and Practice, 6(29), 148-155.

Chopra, R ; Chawla, M., & Sharma, T. (2014). Senvce qualityin Higher Education: A
Comparative Study of Management and Education Institutions. NMIMS
Management Review, 24(6), 59-72.

Nabilou, B., & Khorasani-Zavareh, D. (2014). The Bridge between Real and Ideal:
Students Perception on Quality Gap in Reality and Their Educational
Expectations. Iranian Red Crescent Medical Journal, 16(9), 1-7.

Prasad, M. D., & Shekhar, B. R. (2010). Development of RailQual: A Service Quality
Scale for Measuring Indian Railway Passenger Senvices. Management Science and
Engineering, 4(3), 87-94.

Resnick, S. M., & Griffiths, M. D. (2011). Service Quality in Alcohol Treatment: A
Research Note. International journal of health care quality assurance, 24(2), 149-
163.

Kushwah, S. V., & Bhargav, A. (2014). Service Quality Expectations and Perceptions
of Telecom Sector in INDIA. International Journal of Advancements in
Technology, 5(1), 1-10.

Tjambolang ,T.A ; Zainiar ,Y.M;& Artha, N.A.B.(2016) The Analysis of Service Quality
on CQustomer Satisfaction At “Kimia Farma” Phammacy Number 33 Makassar,
Indonesia. International Journal of Business and Management Invention, 5(6), 45-
52.

Page | 2247 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Green, P. 2014. Measuring Service Quality in Higher Education: A South African
Case Study. Journal of International Education Research. Vol 10(2) : 131-142.

Saif,N. 1. (2014). The Effectof Service Qualityon Student Satisfaction: A Field Study
for Health Services Administration Students. International Journal of Humanities
and Social Science, 4(8), 172-181.

Khan, M. M., & Fasih, M. (2014). Impact of Service Qualityon Customer Satisfaction
and Customer Loyalty: Evidence from Banking Sector. Pakistan Journal of
Commerce and Social Sciences, 8(2), 331-354.

Bhamwana, T. K., Bashir, M., & Mohsin, M. (2013). Impact of Service Quality on
Customers’ Satisfaction: A Study from Service Sector Especially Private Colleges of
Faisalabad, Punjab, Pakistan. International Journal of Scientific and Research
Publications, 3(5), 1-7.

Lai, T. L. (2004). Service Quality and Perceived Value's Impact on Satisfaction,
Intention and Usage of Short Message Senvice (SMS).Information Systems
Frontiers, 6(4), 353-368.

Selvakumar, J. J. (2015). Impact of Service Quality on Customer Satisfaction in
Public Sector and Private Sector Banks. Purushartha: A Journal of Management
Ethics and Spirituality, 8(1).1-12.

Hasan, H. F. A, llias, A.,Rahman, R. A., & Razak, M. Z. A. (2008). Senice Qualityand
Student Satisfaction: A Case Study at Private Higher Education
Institutions. International Business Research ,1(3),163-175.

Al-Alak, B.A. & Alnaser, A.S.M (2012). Assessing the Relationship between Higher
Education Service Quality Dimensions and Student Satisfaction. Australian Journal
of Basic and Applied Sciences. 6(1) 156-164.

Kumar, J., &Yang, C. L. (2014). Sernvice Qualityand Loyalty of International Stude nts
Studying in the Field of Hospitality and Tourism. MOJEM: Malaysian Online Journal
of Educational Management, 2(3), 97-118.

Yunus, N. K. Y., Ishak, S., & Razak, A. Z. A. A. (2010). Motivation, Empowerment,
Service Quality and Polytechnic Students' Lewl of Satisfaction in
Malaysia. International Journal of Business and Social Science, 1(1) , 120-128.

Pasha ,M.A; & Razashah , M. (2018) . Impact of Senvice Quality on Customer
Satisfaction: An Empirical Study in Selected Public and Private Sector
Banks Researchers World : Journal of Arts, Science and Commerce(RW-JASC) , 9(1)
,64-73.

Page | 2248 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Vemula, H. (2013). Student’s Perception On Educational Service Quality An
Empincal Study. International Journal of Innovative Research and Development, 2
(7), 160-166.

Setiawan, H., & Sayuti, A.J. (2017). Effects of Senice Quality, Customer Trust and
Corporate Image on Customer Satisfaction and Loyalty: An Assessment of Trawel
Agencies Customer in South Sumatra Indonesia. lOSR Journal of Business and
Management, 19(5), 31-40.

Turay, T ; Shahzad, A; Altaf, M ; Hussain, H ;& Habiba, U. (2017). The Impact of
Perceived Sernvice Quality of "CIAC" Visa Service Process Technology on Students
Satisfaction. Journal of Quality and Technology Management , 13(1), 61-83.

Saglik, E., Gulluce, A.C., Kaya, U., & Ozhan, CK. (2014). Service Quality and
Customer Satisfaction Relationship: A Research in Erzurum Ataturk University
Refectory. American International Journal of Contemporary Research, 4(1), 100-
117.

Hennayake, H. M. G. Y.J. (2017).Impact of Servce Qualityon Customer Satisfaction
of Public Sector Commercial Banks: A Study on Rural Economic
Context. International Journal of Scientific and Research Publications, 7(2), 156-161.

Christia, J., & Ard, A. (2016). The Influence of Demographic Characteristics on
Service Quality Perceptions. Journal of Marketing Management, 4(2), 57-62.

Duggal, E., & Verma, H. V. (2014). Retail Quality and Relationship Quality: Gender
Based Perspective in Retail. International Journal of Marketing and Business
Communication, 3 (3and4) ,19-32.

Rawal, P., Khan, M. A., & Akhtar, A. (2015). Senvice Quality Perception of Cellular
Phone Senice in India: A Comparison Between Male and Female. International
Journal of Research in IT and Management, &8), 8-21.

JelCi¢, S. (2015). Perceived Service Quality through Prism of Demographic And
Socdo-Economic Characteristics of Customers: Hypemarket Stores’market in the
Federation of Bosnia and Herzegovina. DIEM: Dubrovnik International Economic
Meeting , 2(1), 906-912. SveuciliSte u Dubrovniku.

Hagan, E. (2015). Service Quality Perceptions and Socio-Demographic
Characteristics of Hotel Guests in the Western Region of Ghana. Journal of Tourism.
Hospitality and sports, 10, 16-29. Retrieved from https: //www. iiste. org/Journals/
index.php JTHS/article/view /2 4075.

Page | 2249 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Grazhdani, S., & Merollan, K. (2015). The Influence of Demographic Factor on
Customer Service Quality Perception. European Journal of Economics and Business
Studies,1 (2), 155-167.

Mokhlis, S. (2012). Municipal Sernvice Quality in Southern Thailand: An Empirical
Investigation of Customer Perceptions. International Journal of Research in
Commerce ,IT and Management, 2(1) ,30-35.

Ganesan-Lm, C., Russell-Bennett, R., &Dagger, T. (2008). The Impact of Service
Contact Type and Demographic Characterisics on Service Quality
Perceptions. Journal of Services Marketing, 22(7), 550-561.

Ilvana, D.,Pitic, D., &Dragan, M. (2013). Demographic Factors in Assesing Qualityin
Higher Education: Gender Differences Regarding the Satisfaction Lewel of the
Perceived Academic Senice Quality. Quality Assurance Review for Higher
Education, 5(1-2), 95-105.

Bhat, M. A., & Sajad, F( 2016). Vanance in Service Quality Across Demographic
Varnables: An Assessment of Cellular Service Companies in Kashmir Valley. NMIMS
Management, 24,52- 80. Retrieved from www.nmims.edu/.../pdf/ april-may- 2016/
variance-in-service-quality -across-3.pdf.

Iro-ldoro, C. B., Ayodele, K. O., & Orija, J.I. (2014). Students Perception of Senvice
Quality Encountered and their Future Enrichment: Implication for Academic Quality
Assurance in Nigeria Polytechnics. International Review of Management and
Business Research, 3(2), 929-937.

Khurana, S. (2014). The Effect of Demographic Varables on Customer Satisfaction:
An Empincal Study of Indian Life Insurance Industry. The IUP Journal of Marketing
Management, 13(2), 58-71.

Khalifa, M., & Liu, V. (2002). Satisfaction with Internet-Based Services: The Role of
Expectations and Desires. International Journal of Electronic Commerce, 7(2), 31-
49.

Churchill Jr,G. A. (1979). A Paradigm for Developing Better Measures of Marketing
Constructs. Journal of Marketing research, 16(1), 64-73.

Collis, J., & Hussey, R. (2009).Business Research: A Practical Guide for
Undergraduate and Postgraduate Students, third edition. U.K: Palgrave Macmillan.

Page |2250 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Yao, G., Chung, C. W., Yu, C. F., & Wang, J. D. (2002). Dewelopmentand Verification
of Validity and Reliability of the WHOQOL-BREF Taiwan version. Journal of the
Formosan Medical Association, 101(5), 342-351.

Sekaran, U. (2006), Research Methods for Business: A Skill Building Approach,4th
edition. U.K: John Wileyand Sons. LTD.

DeVos, A. S., Strydom, H., Fouché, C. B., &Delport, C.S. L. (2011). Research at Grass
Roots: A Primerfor the Social Sciences and Human Service Professions.
Pretona,South Africa: VanSchaikPublishers. Retrieved from
https://researchspace.auckland.ac.nz/docs/uoa-docs/rights.htm.

Ping Jr, R.A. (2004), On Assuring Valid Measures for Theoretical Models using
Surwey Data, Journal of Business Research, 57(2), 125-141.

Seng Wong, M., Hideki, N., & George, P. (2011). The Use of Importance-
Performance Analysis (IPA)in Evaluating Japan's E-Govemment Services. Journal of
Theoretical and Applied Electronic Commerce Research, 6(2), 17-30.

Ko, Y. J., & Pastore, D. L. (2005). A Hierarchial Model of Service Quality for the
Recreational SportIndustry. Sport Marketing Quarterly, 14(2) 84-97.

Kaiser,H.F.(1974). An Index of Factorial Simplicity. Psychometrika, 39(1), 31-36.

Bartlett, M. S. (1950). Tests of Significance in Factor Analysis. British Journal of
Statistical Psychology, 3(2), 77-85.

Ranganathan, C., & Grandon, E. (2002). An Exploratory Examination of Factors
Affecting Online Sales. Journal of Computer Information Systems, 42(3), 87-93.

Fu Tsang, N. K., Lai, M. T., & Law, R. (2010). Measuring E-Service Quality for Online
Trawvel Agencies. Journal of Travel and Tourism Marketing, 27(3), 306-323.

Kim,W. G., & Lee,H. Y. (2004). Comparison of Web Sernvice Quality between Online
Travel Agencies and Online Travel Suppliers.Journal of Travel and Tourism
Marketing, 17(2-3), 105-116.

Singh,S. & Arora, R. (2011), A Comparative Study of Banking Services and Customer
Satisfactionin Public, Private and Foreign Banks, Journal of Economics, 2(1), 45-56.

Crompton, J. L. & Mackay K. J (1989), Users’ Perceptions of the Relative Importance
of Senice Quality Dimensions in Selected Public Recreation Programs, Leisure
Sciences, 11(4), 367-375.

Page |2251 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Lovelock, C. & Wirtz J.,(2007), Services Marketing: People, Technology, Strategy,
6th edition, New Jersey ,US.A :Pearson Prentice Hall.

Parasuraman, A., Zeithaml, V. A. & Berry, L.L. (1994). Alternative Scales for
Measuring Senvce Quality: A Comparative Assessment Based on Psychometricand
Diagnostic Criteria.” Joumal of Retailing, 70(3) ,201-230.

Parasuraman, A., Berry, L.L. & Zeithaml, V.A.(1991) Refinementand Reassessment
of the SERVQUAL Scale, Journal of Retailing, 67(4), 420-450.

Parasuraman, A., Zeithaml, V.A. & Malhortra, A. (2005), E-S-Qual: A Multiple-Item
Scale for Assessing Electronic Service Quality, Journal of Service Research, 7(3), 213-
233.

Parasuraman, A., Berry, L.L. & Zeithaml, V.A. (1993), Research Note: More on
Improving Senvice Quality Measurement, Joumal of Retailing, 69(1), 140-147.

Sultan, P. & Yin Wong, H. (2012). Senice Quality in a Higher Education Context: An
Integrated Model. Asia Pacific Journal of Marketing and Logistics, 24(5), 755-784.

Sultan, P., & Yin Wong, H. (2013). Antecedents and Consequences of Service
Quality in a Higher Education Context: A Qualitative Research Approach. Quality
assurance in education, 21(1), 70-95.

Soutar, G. & McNeil, M. (1996). Measuring Senice Quality in a Tertiary
Institution. Journal of Educational Administration, 34(1), 72-82.

Quinn, A., Lemay, G., lLarsen, P. & Johnson, D. M. (2009). Service Quality in Higher
Education. Total Quality Management, 20(2), 139-152.

Gallifa, J. & Batallé, P. (2010). Student Perceptions of Service Quality in a Multi-
Campus Higher Education System in Spain. Quality Assurance in Education, 18(2),
156-170.

Tahar, E. M. (2008). Expectation and Perception of Posgraduate Students for Service
Quality in UTM (Doctoral dissertation, Universiti Teknologi Malaysia).Retrieved
from EM Tahar - 2008 - eprints.utm.my.

Vaughan, E. & Woodruffe-Burton, H. (2011). The Disabled Student Experience:
Does the SERVQUAL Scale Measure Up?. Quality Assurance in Education, 19(1), 28-
49,

Salvador-Ferrer, C. M. (2010). Quality of University Services: Dimensional Structure
of SERVQUAL s. ESQS. Service Science, 2(3), 167-176.

Page | 2252 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Helgesen, @. & Nesset, E. (2011). Does LibQUAL+ ™ Account for Student
Loyalty to a University College Library?. Quality Assurance in
Education, 19(4), 413-440.

Pearce, P. L. (1988). The Ulysses Factor: Evaluating Visitors in Tourist Settings. New
York, Springer-Verag.

Hughes, K. (1991). Tourst Satisfaction: A Guided “Cultural” Tour in North
Queensland. Australian Psychologist, 26(3), 166-171.

Kaynama, S. A., & Black, C. I. (2000). A Proposal to Assess the Service Quality of
Online Trawel Agencies: An Exploratory Study.Journal of Professional Services
Marketing, 21(1), 63-88.

Parikh, D. (2006). Measuring Retail Service Quality: An Empirical Assessmentof the
Instrument. Vikalpa, 31(2), 45-56.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A Multiple-ltem
Scale for Measuring Consumer Perceptions of Service Quality. Journal of
Retailing, 64(1), 12-40.

Zeithaml, V. A. (1988). Consumer Perceptions of Price, Quality, and Value: A
Means-End Model and Synthesis of Evdence. The Journal of Marketing, 52(3), 2-22.

Zeithaml, V. A., Berry, L. L, & Parasuraman, A. (1996). The Behawvioral
Consequences of Service Quality. The Journal of Marketing,60(2), 31-46.

Anderson, E. W., & Sullivan, M. W. (1993). The Antecedents and Consequences of
Customer Satisfaction for Firms. Marketing Science, 12(2), 125-143.

Malhotra, N.K., & Peterson, M (2006). Basic Marketing Research: A Decision-
Making Approach (2nd ed.). New Jersey: Prentice Hall.

Hallowell, R. (1996). The Relationships of Customer Satisfaction, Customer Loyalty,
and Profitability: An Empircal Study. International Journal of Service Industry
Management, 7(4), 27-42.

Hunt, K.H. (1977), CS/D-Overview and Future Directions, In Conceptualization and
Measurement of Consumer Satisfaction and Dissatisfaction, H. Keith Hunt (Ed.).
Cambridge, MA: Marketing Science Institute.

Gronroos, C. (1984). A Senice Quality Model and Its Marketing
Implications. European Journal of marketing, 18(4), 36-44.

Page |2253 Copyright © Authors of Paper 2019



History Research Journal

ISSN: 0976-5425
Vol-5-1ssue-5-Septem ber-October- 2019

Grazhdani, S., & Merollan, K. (2015). The Influence of Demographic Factor on
Customer Service Quality Perception. European Journal of Economics and Business
Studies, 1(2), 155-167.

Min, S., & Khoon, C. C. (2013). Demographic Factors in the Evaluation of Senice
Quality in Higher Education: Intemational Students' Perspective. International
Review of Management and Business Research, 2(4), 994-1010.

Hagan, E. (2015). Service Quality Perceptions and Socio-Demographic
Characteristics of Hotel Guests in the Western Region of Ghana. Journal of Tourism.
Hospitality and Sports, 10, 16-29.

Spiegel, M.R & Stephens, L.J. (2010). Statistics(Special edition). New Delhi, Tata
McGraw Hill Education Private Limited.

Lam, Y. Y. (2010). Impact of Globalization on Higher Education: An Empirical Study
of Education Policy and Planning of Design Education in Hong Kong. International
Education Studies, 3(4), 73-85.

WEBLIOGRAPHY

Punjab State Board of Technical Education (PSBTE) and Industrial Training (n.d).
Retrieved on 11.11.2018 from
www. punjabcolleges.com/PB/Authorities/Chandigarh/PSBTEIT-30610/.

Government of India, All India Council for Technical Education(n.d). Retrieved on
15.07.2018 from https://www.aicte-india.org/

Budget 2018-19 Speech of Finance Minister Manpreet Singh Badal(2018, March 24)
Retrieved on 10.07.2018 from www.diprpunjab.gov.in/?.../budget-2018-19-
speec. finance-minister- manpreet-sin...

Technical Vocational Education and Training (TVET) United Nations (n.d) .
Retrieved on 10.07.2018 from. www.unesco.org/new/ en/.../education/ technical-
vocational-edu cation-and-training/

Page |2254 Copyright © Authors of Paper 2019



