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The Effects of Educational Service Quality on Student Performance
through Student Satisfaction
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Abstract

With a remarkable and rapid change of universities in Korea, the role of universities has been changed
from a traditional education supplier to a demander. Both the remarkable decrease of the number of
entering students and the advent of an open education market are enforcing the universities to be changed.
Universities should provide a variety of educational services in accordance with the students’ needs.

This study is based on the systematical Kuh’s model which the educational service quality provide a
decision making of alternative plan. This research is purposed to empirically study the effects of
educational service quality(circumstance index, input index, participate index, output index) provided by
universities on student satisfaction and educational performance(Perceived usefulness, Education
Achievement). The results of this research follows; first, circumstance index, input index and output index
significantly effect student satisfaction, but participate index does not effect satisfaction. Second, student
satisfaction significantly effects on the educational performance.

Key words : Circumstance index, Input index, Participate index, Output index, Perceived usefulness
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<Table 1> Operational Definition and Measurement Items

AR, Ho

Variables Operational definition Questionnaire Details Rescarchers
. . . . - Claqty of educatlor}al purpose Kuh (1981)
Circumstance Evaluating the size, vision, - Clarity of school size Lee (2004)
Index characteristics, finances, life style - Appropriateness of educational
. Bae (2006)
environment

Evaluating the students' life style, - Diversity of programs Kuh (1981)
Input Index provided education program, social - Peers' abilities Lee (2004)
gathering - Diversity of social gatherings Bae (2006)
Evaluating the 1nt§rgctlop S among - Students' efforts Kuh (1981)

.. students, class activity, interactions .

Participate Index - Activeness of courses Lee (2004)
between professors and students, - Communication among peers Bae (2006)
students efforts ep
Evaluating the enhancement of - Active p articipation " alumnus Kuh (1981)

. . X - Improving study achievement
Output Index achievements, emotional improvement, ) Lee (2004)
students' extra curricular activities - Development of humanism Bae (2006)
- Development activity of student life
Evaluating the students' positive - Satisfying facilities Kim (2015)
Student . . . e s . .
Satisfaction perceptions of experiences in terms - Satisfying administrative services Kim et al.
of school lives - Satisfying professors’ lectures (2015)
Perceived Evaluating the belief of improving i Enhanqng educaqonal effec.tlvel.less Seddon (1997)
. - Enhancing educational efficiencies .
Usefulness achievement Kim (2015)
- Usefulness of self-development
. Evaluating the input and output in ) Educaqon of reahst%c effegts Kim (2015)
Education . . - Education of realistic efficiency .
Achievement terms of educational efficiency and - Education of realistic productivi Kim et al.
v effectiveness . productivity (2015)

- Education of realistic effectiveness
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<Table 2> Socio-demographic characteristics of survey respondents (n=250)
Construct Items Number %
Male 95 38
Gender Female 155 62
Working Yes 180 72
Experience No 70 28
First 70 28
Second 91 36
Grades Third 60 24
Forth 22 9
Graduate 7 3
College 88 35
Education University 155 62
Graduate 7 3
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[Fig. 2] The Results of Research Model
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<Table 3> Reliability and internal consistency

Variables Factors C.R AVE Cranbach’s a

Al 0.657

Circumstance Index A2 0.891 704 .520 709
A3 0.791
B1 0.696

Input Index B2 0.888 .833 574 909
B3 0.920
Cl1 0911

Participate Index C2 0.640 .864 .685 .803
C3 0.904
Dl 0.827
D2 0.800

Output Index D3 0913 927 762 .898
D4 0.945
El 0.872

Student Satisfaction E2 0.625 .849 .659 739
E3 0.909
Y1 0.661

Perceived Usefulness Y2 0.918 172 533 766
Y3 0.924
Z1 0916
. . Z2 0.653

Education Achievement 73 0526 .790 .592 781
74 0.662

<Table 4> Correlation and discriminant validity

Variables AVE 1 2 3 4 5 6 7
Circumstance Index .520 721
Input Index 574 108 757
Participate Index .685 562 135 .827
Output Index 762 366 .346 344 872
Student Satisfaction .659 477 313 412 342 811
Perceived Usefulness 533 705 123 462 347 531 730
Education Achievement 592 .389 121 299 .504 275 339 769
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<Table 5> Results of Hypothesis Tests for the Research Model
Hysteresis cause variables results variables path values t-values result
Hi-1 Circumstance Index Student Satisfaction 0.254 2.257** Accept
HI-2 Input Index Student Satisfaction 0.243 1.997%* Accept
H1-3 Participate Index Student Satisfaction 0.267 1.084 Reject
H1-4 Output Index Student Satisfaction 0.343 2.586%* Accept
H2-1 Student Satisfaction Perceived Usefulness 0.532 10.184%*** Accept
H2-2 Student Satisfaction Education Achievement 0.275 2.231%* Accept

=1.960%* (p<0.05) =3.30%* (p<0.001)
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