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Abstract – This research aimed to determine the overall service quality being provided by the College 
of Dentistry and the students’ level of satisfaction. The researcher utilized a descriptive method using 

Servqual instrument through online platform in gathering the data needed in 151 dental students. The result 

finds that Assurance and Empathy dimensions have a result of negative gap scores but still the students are 
satisfied with the overall quality of service rendered by the College of Dentistry department. The results of 

regression analysis indicate that there is an important effect of assurance on the standard of service on 
student. The findings suggests that to provide quality service to satisfy the customers, the college needs to 

improve on the dimensions of service quality. This study provides result that could be useful to the 

department. 
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INTRODUCTION 

Student service and support are range of services 

both for individuals and students in-group, which 

complement the learning tasks and resources, that are 

uniform for all learners and which are often perceived 

as the major offering of an institution. Thru this 

services, students can visualize how they can achieve 

their individual goals and to help them achieve their 

objectives. It encourages an environment that aim to 

develop the students' independence while ensuring that 

support is readily available when needed. 

Customers'/clients' evaluations of an 

organization’s and its services' overall performance are 

referred to as service quality. Service quality is 

primarily concerned with how to meet the expectations 

of consumers. Because expectations are fluid, 

evaluations may change over time, from one individual 

to the next, and from one culture to the next. In essence, 

service quality is a measurement of how well a service 

is delivered.  

Satisfaction as quoted by Elahian and Karami [1] 

as a sense of fulfillment resulting from someone's 

experience of a satisfying outcome or performance. 

Customer satisfaction is determined by the customer's 

expectations and the perceived performance. 

The Servqual scale as established by Parasuraman 

et al. in 1988, shown to be an effective tool for 

analyzing user perceptions and expectations regarding 

service quality [2].  It was a widely recognized and 

utilized instrument for assessing service quality around 

the world. This tool for measuring service has been 

studied and used by many researchers. 

The researcher as part of the College of Dentistry, 

inspired to improve the level of service quality in terms 

of student satisfaction because of the believes that 

result of this study shall support the importance of an 

effective and efficient service. The results of students 

satisfaction to the level of service given by the college 

is just satisfied but has a negative feedback to the staff. 

The researcher wants to increase the result of CSM 

(Customer Satisfaction measurement) and to avoid 

negative feedback to the future as the college on their 

road to Level 3 accreditation. In addition, the study 

provides strong support for the potential development 

of an effective service quality, which aim to assist the 

students ' to increase the overall satisfaction. 

 

OBJECTIVES OF THE STUDY  

In general, the goal of this study was to determine 

the overall service quality given by the College of 

Dentistry as well as the degree of satisfaction among 

students. Specifically this study sought to describe the 

profile of the respondents according to sex and their 

Grade Point Average. It aimed to identify the gaps 

between the level of students’ perception and 

expectation on the service quality provided by college 

services using SERVQUAL Model. It also aimed to 

determine the level of overall students’ satisfaction on 

Faculty and Instruction, Curriculum and Students 

services and Facilities and to identify which profile and 

dimensions of service quality best predict the overall 
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satisfaction of the students. Lastly, to propose an action 

plan to enhance the service quality and students 

satisfaction. 

MATERIALS AND METHODS 

Research Design 

The descriptive – correlational designed be used in 

this study. Descriptive – correlational describes the 

variables and the relationships that occur naturally 

between and among them. It provides an opportunity to 

predict scores and explain the relationship among 

variables. Creswell [3] stated that the descriptive 

method of research is to gather information about the 

present existing condition. The emphasis is on 

describing rather that judging or interpreting. 

The gender and grade point average of the student 

responders are specifically described in this study. The 

research will examine into their perceptions of the 

institution's service quality, their degree of satisfaction, 

and students' problems and recommended remedies. 

The study's main goal is to figure out which aspects of 

the school's service quality best predict students' 

satisfaction. 

 

Participants of the Study 

The respondents of the study were 329 dental 

students of LPU -B, College of Dentistry 2nd semester 

of SY 2020-2021. Due to current situation only 151 

respondent got answered the questionnaire. They were 

asked to answer the questionnaire regarding the service 

quality and their satisfaction to the College. No 

sampling method was used in the study. All dental 

students in LPU B College of Dentistry were answered 

the questionnaire thru online platform (Google form). 

 

Data Gathering Instrument 

In this study, the SERVQUAL instrument was 

modified to assess service quality. Despite the fact that 

the study employed the structured instrument from 

Donlagic and Fazlic [4],some elements was adjusted to 

fit the college's present set-up. To ensure a genuine 

outcome, a reliability and validity test was conducted 

using the Cronbach Alpha test. The test-retest 

procedures was used to assess stability and 

dependability. 

 

Data Gathering Procedures  

Data gathering instrument had undergone several 

processes to validate and to give to the respective 

respondents. They were modified and validated by the 

several experts from the field. The researcher used 

online platform (Google form) because of the current 

situation. In addition, asked the assistance of the staff 

for the distribution of the link to the students. Each 

questionnaire took approximately 20min to complete. 

The data was directly to the Google form account for 

summary of their answer. These data were validating to 

come up with comprehensive results and discussion. 

RESULTS AND DISCUSSION 

Table 1 

Percentage Distribution of the Respondents’ Profile 

 

The table 1 presents the demographic profile of 151 

dentistry students of College of Dentistry in terms of 

sex and general weighted average. It shows that 

majority of the respondents are female. This is the 

indication that the students taking dentistry course is 

dominated by female. These shows that female are 

more interested in dentistry. According to the findings 

of Ada et. Al [5], female students in the education 

faculty produced higher quality evaluations than male 

students in terms of institutional academic direction 

and image in terms of service quality perception higher 

education.  

It also shows that most of the respondents has good 

genera weighted average. This manifested that the 

students are satisfied to their grades. According to 

Weerasinghe et. Al [6], Grade Point Average (GPA) is 

the most influential factor on student satisfaction. 

When taking student grades into consideration, 

discrepancies in quality estimations should be regarded 

with caution. It is impossible to say with confidence 

how subjective these evaluations are, in the sense that 

students who receive higher grades are generally more 

content with their professors and their college 

education, and hence provide higher quality estimates 

than those who receive lower grades. 

Sex Frequency Percentage (%) 

Male 24 18% 

Female 111 82% 

GWA   

Outstanding 1 1% 

Superior 16 12% 

Very Good 17 12% 

Good 35 26% 

Satisfactory 22 16% 

Fairly Satisfactory 28 21% 

Fair 11 8% 

Passed 5 4% 

Mean ± SD 2.06 ± 0.434 
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The service quality gap score (the discrepancy 

between the students’ expectations and perceptions). 

The gap score is calculated by finding the difference 

between the perception and expectation. Thus, gap 

score is perception minus expectation.  

 

Table 2. Gap Scores between Expected Quality and Perceived Quality Under Reliability 

Legend: 6.50 – 7.00 = Strongly Agree (SA); 5.50 – 6.49 = Agree (A); 4.50 – 5.49 = Partially Agree (PA); 3.50 – 4.49 = Neutral (N); 2.50 – 3.49 = 

Partially Disagree (PD); 1.50 – 2.49 = Disagree (D); 1.00 – 1.49 = Strongly Disagree (SD) 

  

The Table 2 shows the Gap Scores between 

Expected Quality and Perceived Quality under 

Reliability Dimension of Reliability  with a composite 

mean of 5.94 and verbal interpretation of agreed. It 

shows that the item “Faculty applies consistent grading 

criteria” (6.01) got the highest weighted mean under 

expected quality and perceived quality.  The items “The 

College has precise and free of errors records of 

students’ activities such as students’ attendance exam 

results, etc.” (5.82) got the lowest weighted mean under 

expected quality while “Classes are held in accordance 

with the schedule of lectures and without delays.” 

(5.83)  under perceived quality.  It also show that the 

total service quality gap score is .0021 ± 0.406. This 

positive gap means that the College met the students’ 

expectation and perception. These results indicate that 

the students are aware on how the faculty criticized and 

grade their work as they rate it as the highest rate in 

expectation and perceived quality. The college needs to 

inform the students ahead of time about the exams, 

activities and orientation as they rate it as the lowest in 

both quality dimensions. 

Reliability is the most crucial of the five criteria that 

customers value the most. The term "reliability" refers 

to the outcome of a service and whether the customer 

received the service that was promised. It is been 

identified as the most critical factor of consumer 

perceptions of service quality [7].  

Table 3 shows the Gap Scores between Expected 

Quality and Perceived Quality Under Responsiveness. 

It shows that the Expected quality has a composite 

mean of 5.92 and interpreted as agreed. The highest 

mean scores “Employees in the College are willing to 

help students” (6.10) assessed as agreed. The lowest 

mean “Employees in the College are never too busy to 

respond to your request” (5.81). While in the Perceived 

quality with the composite mean of 5.94.  

 Quality Dimensions 

Expected 

Quality  

Perceived 

Quality  
 Gap Score 

WM      VI       R        WM    VI     R  X ± SD  
1. The college informs the students about the services 

available. 

5.94 A 3.5 6.00 A 2 
0.0588 ± 0.850 

2. The college provides its service at the time and in the 

way it promises to do so. 

5.94 A 3.5 5.97 A 3 
0.0294 ± 0.779 

3. Faculty informs the students in advance about the course 

plan, expected students’ outcomes, dates of exams, 

grading system, etc. 

6.02 A 2 5.92 A 4 

-0.103 ± 0.801 

4. Students are timely informed about the college activities 

such as exams, orientations, presentations, seminars, 

extra-curricular activities, etc. 

5.93 A 5 5.89 A 6 

-0.037 ± 0.890 

5. Classes are held in accordance with the schedule of 

lectures and without delays. 

5.85 6 5 5.83 A 7 
-0.015 ± 0.789 

6. Faculty applies consistent grading criteria. 6.09 A 1 6.05 A 1 -0.037 ± 0.660 

7. The college has precise and free of errors records of 

students’ activities such as students’ attendance, exam 

results, etc.  

5.82 A 7 5.93 A 3 

0.118 ± 0.844 

Composite Mean 5.94 A 
 

5.94 A 
 

.0021 ± 0.406 
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Table 3. Gap Scores between Expected Quality and Perceived Quality Under Responsiveness 

Legend: 6.50 – 7.00 = Strongly Agree (SA); 5.50 – 6.49 = Agree (A); 4.50 – 5.49 = Partially Agree (PA); 3.50 – 4.49 = Neutral (N); 2.50 – 3.49 = Partially 

Disagree (PD); 1.50 – 2.49 = Disagree (D); 1.00 – 1.49 = Strongly Disagree (SD) 

 
The highest score mean “Employees in the 

College are willing to help students” (6.11). The lowest 

mean score under the perceived quality are “Employees 

in the College are never too busy to respond to your 

request” (5.79). It also shows the total service quality 

gap score is .0221 ± 0.433. A positive gap score 

indicates that expectations were met or exceeded, and 

service quality was satisfactory. The students are 

satisfied to the willingness of the staff to help them in 

their needs as they rate it as the highest in perceived and 

expected quality. The College staff helps them to build 

their confidence and shape their career.  The students 

feel that somehow the office is too busy to attend their 

needs, request and complaint. From the findings it is 

obvious that students are quite satisfied from the 

responsiveness of the college staff. 

SERVQUAL measure to assess students' 

expectations and perceptions of service quality 

delivered by Jordan's School of Graduate Studies, and 

discovered that the responsiveness dimension of 

service quality is the most important dimension among 

the six dimensions of service quality considered by 

postgraduate students [8]. 

 

Table 4. Gap Scores between Expected Quality and Perceived Quality Under Assurance

Legend: 6.50 – 7.00 = Strongly Agree (SA); 5.50 – 6.49 = Agree (A); 4.50 – 5.49 = Partially Agree (PA); 3.50 – 4.49 = Neutral (N); 2.50 – 3.49 = Partially 

Disagree (PD); 1.50 – 2.49 = Disagree (D); 1.00 – 1.49 = Strongly Disagree (SD) 

Table 4 shows Gap Scores between Expected 

Quality and Perceived Quality Under Assurance. The 

expected quality has a composite mean of 6.05 and with 
verbal interpretation of agree. The highest mean score 

“Students feel safe in their transactions with the 

College” (6.10) assessed as agreed to the level of 

service quality provided. The lowest mean score 
“Academic staff provides professional answers to 

 Quality Dimensions 

Expected 

Quality 

Perceived 

Quality 
 Gap Score 

WM VI R WM VI R X ± SD  
1. Employees in the College are willing to help students. 6.10 A 1 6.11 A 1 0.015 ± 0.825 

2. Working hours of Office for student affairs and other 

services providers are adequate and in accordance 

with students' needs. 

5.84 A 4 5.97 A 3 0.132 ± 0.833 

3. Inquiries, requests and claims of students are handled 

and resolved timely and promptly. 

5.91 A 3 5.85 A 4 -0.059 ± 0.758 

4. Employees in the College are never too busy to 

respond to your request. 

5.81 A 5 5.79 A 5 -0.022 ± 0.906 

5. Conduct of staff fills students with confidence 5.94 A 2 5.99 A 2 0.044 ± 0.676 

Composite Mean 5.92 A 
 

5.94 A 
 

.0221 ± 0.433 

 Quality Dimensions Expected Quality  Perceived Quality   Gap Score 

WM VI R WM VI R X ± SD 

1. The college staff is polite, kind and professional in 

communication with students.. 

5.99 A 5 5.96 A 4.5 -0.029 ± 0.886 

2. Students feel safe in their transactions with the College. 6.10 A 1.5 6.00 A 3 -0.103 ± 0.880 

3. Academic staff provides professional answers to students’ 

questions. 

5.99 A 4 5.96 A 4.5 -0.029 ± 0.798 

4. Academic staff has the necessary knowledge and skills, and 

adequate communication skills. 

6.10 A 1.5 6.10 A 1 0.000 ± 0.644 

5. Quality of education process is at a high level. 6.06 A 3 6.09 A 2 0.029 ± 0.666 

Composite Mean 6.05 A 
 

6.02 A 
 

-.0265 ± 0.406 
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students ’questions” (5.99).  Under the perceived 

quality with a composite mean of 6.02, the highest 

mean score “Academic staff has the necessary 

knowledge and skills, and adequate communication 

skills” (6.10). While the lowest mean score are 

“Academic staff provides professional answers to 

students ’questions” (5.96). The gap score result under 

the dimension of Assurance is -.0265 ± 0.406. This 

negative result means that the students are not satisfied 

to the level of service provided by the college.  The 

findings indicate that the students are fairly satisfied to 

some services offered by the College. The qualities of 

education they provide to the students. But the students 

quite disappointed in the level of being professional in 

answering the questions of the students. The staff must 

possess the knowledge to answer the students’ 

questions, and making sure that their staff are courteous 

and friendly at all times to students. 

According to Zaim,et. Al [9], assurance are critical 

for customer satisfaction. A number of studies found 

out that the dimensions of service quality have a 

positive effect on customer satisfaction. The relevance 

of the two services quality aspects (appearance, ability, 

willingness, knowledge and politeness, caring and 

individualized attention) connected to the 

SERVQUAL. Based on the findings, the student 

administration department's capacity to provide 

dependable, accurate, and timely service is the most 

significant attribute when it comes to service quality. 
 

 

Table 5. Gap Scores between Expected Quality and Perceived Quality Under Empathy 

Legend: 6.50 – 7.00 = Strongly Agree (SA); 5.50 – 6.49 = Agree (A); 4.50 – 5.49 = Partially Agree (PA); 3.50 – 4.49 = Neutral (N); 2.50 – 3.49 = 

Partially Disagree (PD); 1.50 – 2.49 = Disagree (D); 1.00 – 1.49 = Strongly Disagree (SD) 

 
In the table 5 shows that under the Dimension of 

Empathy, the expected quality has composite mean 

score of 5.97. The highest mean score are “Academic 

staff pays special attention and provides help to 

students in resolving their specific problems” (6.00). 

While the lowest “Academic staff conducts themselves 

in students best interest” (5.92) both are interpreted as 

agreed. Under the perceived quality with a composite 

mean of 5.95, the highest mean score “The College has 

operating hours convenient to all its students” (6.01). 

The lowest mean score “Academic advisors 

understands students’ specific needs” (5.90) and both 

interpreted as agreed. The result of gap score analysis 

under the dimensions of Empathy is -.0110 ± 459. A 

negative gap score indicated that expectations were not 

satisfied and that the quality was deemed inadequate. 

Students did not agree that the personnel understood 

their needs, provided them particular attention, or had 

their best interests at heart, according to the findings. 

This also implies a strained connection between 

students and faculty, implying that behaviors and 

communication must be improved. Staff and Faculty 

need to be a shoulder to lean on so the students feel the 

empathy and sincerity of the college. Therefore, the 

departments should concentrate their efforts on 

increasing empathy for students in order to improve 

student satisfaction. 

In the case of the empathy component, a 

comparable study by Nell and Cant [10] discovered that 

it was the least agreed upon. Students did not agree that 

the personnel understood their needs, provided them 

personalized attention, or had their best interests at 

heart, according to their statements on the empathy 

dimension. As a result, Student Administration 

departments should concentrate their efforts on 

enhancing their empathy for students in order to 

improve the general satisfaction of students.

 Quality Dimensions 
Expected Quality  Perceived Quality  

 Gap 

Score 

WM VI R WM VI     R  

1. Academic advisors understands students’ specific 

needs. 

5.97 A 2.5 5.90 A 4 -0.074 ± 

0.891 

2. Academic staff conducts themselves in students’ best 

interest. 

5.92 A 4 5.94 A 3 0.022 ± 0.812 

3. The College has operating hours convenient to all its 

Students. 

5.97 A 2.5 6.01 A 1 0.037 ± 0.744 

4. Academic staff pays special attention and provides 

help to students in resolving their specific problems. 

6.00 A 1 5.97 A 2 -0.029 ± 

0.632 

Composite Mean 5.97 A 
 

5.95 A 
 

-.0110 ± 459 
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Table 6. Gap Scores between Expected Quality and Perceived Quality Under Tangibility 

 Quality Dimensions Expected Quality Perceived Quality Gap Score 

WM VI R WM VI R     X ± SD   
1. The college has modern looking equipment for the education 

process such as Laboratory equipment, PCs, LCDs, etc. 

5.96 A 3 5.99 A 3 0.037 ± 

0.847 

2. Building and premises of the college are modern and visually 

likeable.  

5.91 A 5.5 5.90 A 6.

5 

-0.007 ± 

0.848 

3. Classrooms and other facilities the students use such as restrooms 

and prayer room are well maintained and clean. 

6.05 A 2 6.03 A 2 -0.022 ± 

0.812 

4. Employees of the college appear professional and neat. 6.19 A 1 6.13 A 1 -0.059 ± 

0.675 

5. The parking lot for students is clean and well-organized. 5.85 A 7 5.90 A 6.

5 

0.044 ± 

0.860 

6. Materials and forms associated with the student service (such as 

booklets, records or certificates) are visually appealing. 

5.92 A 4 5.92 A 5 0.000 ± 

0.689 

7. Signs and directions in the college are available and easy to read. 5.91 A 5.5 5.97 A 4 0.059 ± 

0.653 

Composite Mean 5.97 A  5.98 A  .0074 ± 

0.361 

Legend: 6.50 – 7.00 = Strongly Agree (SA); 5.50 – 6.49 = Agree (A); 4.50 – 5.49 = Partially Agree (PA); 3.50 – 4.49 = Neutral (N); 2.50 – 3.49 = 

Partially Disagree (PD); 1.50 – 2.49 = Disagree (D); 1.00 – 1.49 = Strongly Disagree (SD)

 

In can be observed from the table 6 under the Dimension 

of Tangibility, the expected quality has a composite mean of 

5.97 and the highest mean score “The employees of the 

college appear professional and neat” (6.19). The lowest 

mean score “The parking lot for the students is clean and 

well-organized.”(5.85) and both interpreted as agreed.  The 

perceived quality has a composite mean of 5.98 and the 

highest mean score “The employees of the college appear 

professional and neat” (6.13). The lowest mean score “The 

Parking lot for the students is clean and well-organized” 

(5.90) both assessed as agreed. The positive result of gap 

score under the dimension of Tangibility is.0074 ± 0.361 

implies they met the level of satisfaction of the students.  

Result finds that the student has no problem in the proper 

appearance of the faculty and staff.  The only problem is the 

parking lot and the premises of the college, as they rate it as 

the lowest.  

The look of the student administration department's 

physical facilities, equipment, employees, and 

communication materials were the least important [10]. 

When conducting satisfaction surveys, companies typically 

question customers if their product or service met or 

surpassed their expectations. As a result, one of the most 

important factors in determining happiness is expectations.  

Based on the two aspects of service quality, the Servqual 

gap analysis revealed that there were gaps between 

expectations and perceptions of service quality supplied by 

the college. Customer satisfaction judgements are based on 

students' impressions of the difference between their 

perceptions of performance and their prior expectations, 

according to the confirmation/disconfirmation paradigm. 

 

 

Table 7. Summary Table of Gap Scores Dimension 

between Expected Quality and Perceived Quality 

Quality 

Dimensions 

Expectation 

Composite 

Mean 

Perception 

Composite 

Mean 

Gap 

scores 

1. Reliability 5.94 5.94 .0021 ± 

0.406 

2. Responsiveness 5.92 5.94 .0221 ± 

0.433 

3. Assurance 6.04 6.02 -.0265 

± 0.406 

4. Empathy 5.97 5.95 -.0110 

± 459 

5. Tangibility 5.97 5.98 .0074 ± 

0.361 

Two statements (working hours of Office for student 

affairs and other services providers are adequate and in 

accordance with students' needs and college has precise and 

free of errors records of students’ activities such as students’ 

attendance, exam results, etc.) responsiveness and reliability 

dimension had high gap scores because of high respondents’ 

expectations.   

 The smallest gap scores were distributed relatively 

equally among the 2 dimensions (academic staff has the 

necessary knowledge and skills, and adequate 

communication skills and materials and forms associated 

with the student service (such as booklets, records or 

certificates) are visually appealing). Notably, the two 

dimensions assurance and tangibility obtained the smallest 

gap scores. These statements were related to the services 

given to the students. These two aspects are very important 
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to respondents, who always rank them as most important in 

their expectations. 

The findings revealed that from the total gap score the 

dimensions of assurance and empathy has negative gap 

result. The gap indicates that this area needs an improvement. 

Tangibility dimension got smallest gap score. This study 

implied that the college needs to focus also in this area. 

According to study conducted by Abdullah and Mohamad 

[11], the college's employee knowledge and courtesy, as well 

as the capacity to transmit trust and confidence in delivering 

services, were the most important factors for students when 

it came to service quality perception.  

Table 8.1 shows the level of satisfaction on faculty 

members and instruction in terms of quality service and with 

the composite mean of 4.41. Topmost of the list was “The 

faculty member’s mastery of the content knowledge and 

pedagogical skills” which was satisfied and gained a 4.47 

weighted mean

 

Table 8.1. Level of Satisfaction on Faculty Members and Instruction 

Indicators WM Verbal 

Interpretation 

Rank 

1.  The faculty member’s mastery of the content knowledge and pedagogical skills. 4.47 Satisfied 1 

2.  The faculty member’s teaching strategies and professional artistry to facilitating 

learning. 
4.37 

Satisfied 8 

3.  The faculty member’s observable skills to foster critical thinking, creative 

thinking and problem solving. 
4.44 

Satisfied 3 

4.  The faculty member’s skills to collaborate, find and manage resources using ICT. 4.36 Satisfied 10 

5.  The faculty member’s understanding of educational theories and classroom 

management 
4.38 

Satisfied 7 

6.  The faculty member’s care towards the students’ progress and welfare. 4.37 Satisfied 8 

7.  The faculty member’s commitment in the delivery of the course (E.g. classes 

started on time, instructor always present, material well prepared and updated, 

and high professionalism in dealing with students.) 

4.41 

Satisfied 6 

8.  The faculty member’s commitment on the teaching profession by becoming life - 

long learner and gaining professional expertise in the profession 
4.46 

Satisfied 2 

9.  The faculty member’s accountability for high standards – quality and excellence 

in carrying out the teaching – learning process. 
4.43 

Satisfied 5 

10.  The faculty member’s characters of being sociable and sincere in dealing to the 

students. 
4.44 

Satisfied 4 

Composite Mean 4.41 Satisfied  

 Next were “The faculty member’s commitment on the 

teaching profession by becoming life – long learner and 

gaining professional expertise in the profession. In the table 

above also shows the top lowest level of satisfaction on the 

faculty and instruction. “The faculty member’s skills to 

collaborate, find and managing resources using ICT gained 

of weighted mean of 4.36 and was assessed as Satisfied. Next 

to the lowest, “The faculty member’s teaching strategies and 

professional artistry to facilitating learning and “The faculty 

member’s care towards the students’ progress and welfare 

with the same mean of 4.37 and interpreted by Satisfied.  

The students are satisfied to the mastery/expertise of the 

faculty on the lesson being taught. They were also satisfied 

with the teaching techniques and assessment practices by the 

faculty. The satisfaction of the student to the quality of 

instruction is quite impressed by the competencies of the 

teaching personnel. Abilities and the degree to which 

institutions develop faculty talent are among the most 

reliable measure in academic excellence. Teacher’s ability, 

excellence, coordination and reasonability greatly influence 

students ‘class performance. The students’ are greatly 

influenced by the educational activities their teacher 

coordinates for them. Students rate instructor’s performance 

and methodology of teaching as prime indicators in their 

educational development and successful completion of their 

studies because the higher the intellectual ability of the 

instructor the better will be the students’ evaluation [12]. 

Organizational harmony, instructors' intellectual 

competence, professional development, transparency in 

student evaluation, feedback, and training are all essential 

factors in the mental growth of pupils. Students' happiness 

increases when they work with course instructors and 

lecturers who appropriately handle assignments, projects, 

and exams and encourage students' logical reasoning and 

aptitude development [12].  
Table 8.2 shows the level of satisfaction on curriculum 

with the composite mean of 4.27. Topmost of the list was 

“The curriculum design in terms of providing the necessary 

professional competences” which was satisfied and gained a 

mean of 4.35. Meanwhile, The use of information 

technologies to support the learning process got the lowest 

mean of 4.18.
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Table 8.2.  Level of Satisfaction on Curriculum 

Indicators WM Verbal 

Interpretation 

Rank  

1.  The curriculum contents and design (E.g.  Program study plan, clear and 

achievable learning outcomes etc.) 
4.27 

Satisfied 7.5 

 

2.  The curriculum responsiveness and relevance to the demand of the market and 

demands of the times. 
4.28 

Satisfied 4.5 

 

3.  The curriculum design in terms of providing the necessary professional 

competences (E.g. Knowledge, application of theories to real problems in the 

field, skills in applying different strategies in the actual work setting, etc.) 

4.35 

Satisfied 1 

 

4.  The instructional materials. (E.g.  Textbooks, hand-outs, references, online 

materials, etc.) 
4.19 

Satisfied 9 

 

5.  Teaching strategies (E.g. engaging activities, group activities, students’ 

presentation, discussions, etc.) 
4.18 

Satisfied 10 

 

6.  The use of information technologies to support the learning process. 4.28 Satisfied 4.5  

7.  The management of learning policies (E.g. student attendance, schedule, etc.) 4.28 Satisfied 4.5  

8.  Assessment of academic performance.(Grading system and assessment 

methods are defined and clear, administration of exams, fairness of results, etc.) 
4.27 

Satisfied 7.5 

 

9.  The recognition of students’ outstanding achievements.  4.28 Satisfied 4.5  

10.  The college policies and procedures for students’ returnees and transferees. 4.33 Satisfied 2  

Composite Mean 4.27 Satisfied   

Curriculum is a significant determinant of student 

happiness. Students' favorable views regarding their 

curriculum have been shown to promote learning 

accomplishment and are frequently employed as a 

measure of the program's perceived quality. The overall 

design and delivery of curriculum, particularly its 

perceived usefulness, had a significant impact on 

student satisfaction [13]. 

In both academic and non-academic settings, 

satisfaction is a well-researched topic. According to 

Ten, et. al [14], in academic contexts, student 

satisfaction data helps colleges and universities adapt 

their curriculum more responsive to the needs of a 

changing marketplace. It is critical to examine 

effectiveness metrics related to the curriculum of each 

institution, department, and program in order to make 

curriculum more effective and responsive. The success 

of a curriculum can be assessed using both direct and 

indirect performance indicators (comprehensive 

exams, projects, and presentations) (satisfaction with 

the curriculum). The extent to which students believe 

their major course's grading is fair is referred to as 

grading in major courses. The more fair the grading 

system is seen to be, or the more pupils receive the 

grade they expect, the more satisfied they are. They 

show that students' satisfaction is linked to their view 

of the instructor's grading systems being fair. 

The table 8.3 shows the level of satisfaction on 
Students services and facilities with a composite mean 

of 4.31 and interpreted as Satisfied. Topmost of the list 

was “The orientation program the college provides for 

students. (E.g. orientation program for new students, 

new regulation, policies and procedures that concerns 

students)” with a weighted mean of 4.40 and 

interpreted as satisfied. Next with the weighted mean 

of 4.38 and assessed as satisfied was “The medical 

services inside the college for health & emergency 

cases. “The overall safety and security protocols the 

college provides” and “The admission and registration 

policies and procedures” rank 3 both are satisfied with 

a weighted mean of 4.37. In the table above also shows 

the top lowest level of satisfaction on Student Services 

and facilities with a weighted mean of 4.16 “Cafeteria 

and the food services. (E.g. Quality of food, ambiance, 

cleanliness, prices, etc.)” and assessed as satisfied. 

Next was “The sufficiency and safety of parking lots 

allotted for the students” with a weighted mean of 4.19 

and interpreted as satisfied. Followed by “The 

reliability and access to Internet and WIFI for students. 

(E.g. Sustainability and speed of internet connection, 

etc.)” with a mean of 4.21 and interpreted as satisfied. 

The students’ satisfactions on the services and 

facilities offered by the college are generally satisfied. 

This suggests the students were quite impressed with 

the system, program and satisfied in the regular 

presence of competent and dedicated personnel in the 

offices that attend to client needs.
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Table 8.3. Level of Satisfaction on Student Services and Facilities 

Indicators WM Verbal 

Interpretation 

Rank 

1.  The admission and registration policies and procedures.  4.37 Satisfied 4 

2.  Scholarships and financial aids services.  4.27 Satisfied 17 

3.  The orientation program the college provides for students. (E.g. orientation 

program for new students, new regulation, policies and procedures that concerns 

students) 

4.40 

Satisfied 1 

4.  The guidance and counseling services the college provides. (E.g. Academic 

advising, career counseling, Psychosocial advising, etc.) 
4.38 

Satisfied 2 

5.  Students’ rights. (Defined, clear, observed and protected, etc.) 4.31 Satisfied 11 

6.  Student Council and other student representatives. (E.g. Student council 

guideline, role and objectives, involvement in decisions concern student, etc.)  
4.35 

Satisfied 6 

7.  Housing and residential services (If applicable). 4.31 Satisfied 11 

8.  Services for students with special needs (If applicable). 4.32 Satisfied 10 

9.  The Extra-curricular activities program. (Variety and quality of activities such 

as culture, sport, art, social, etc.) 
4.29 

Satisfied 13 

10.  The overall safety and security protocols the college provides. 4.37 Satisfied 4 

11.  The reliability and access to Internet and WIFI for students. (E.g. Sustainability 

and speed of internet connection, etc.) 
4.21 

Satisfied 18 

12.  The medical services inside the college for health & emergency cases. 4.38 Satisfied 2 

13.  Cafeteria and the food services. (E.g. Quality of food, ambiance, cleanliness, 

prices, etc.) 
4.16 

Satisfied 20 

14.  The auxiliary and support services the college provides for students. (E.g. 

Copy machine, vending, supplies, etc.) 
4.28 

Satisfied 15 

15.  The modern classroom facilities and equipment the college provides.  

(Classroom computers, audio visual equipment, smart boards, training 

equipment, etc.) 

4.29 

Satisfied 13 

16.  Student learning management system (myLPU e-Learning Portal) 4.27 Satisfied 16 

17.  The sufficiency of learning resources, convenience and comfort of the library 

services the college provides. 
4.35 

Satisfied 6 

18.  Sports and recreational facilities the college provides. 4.33 Satisfied 9 

19.  The space and cleanliness of the praying rooms.  4.33 Satisfied 8 

20.  The sufficiency and safety of parking lots allotted for the students 4.19 Satisfied 19 

Composite Mean 4.31 Satisfied  

Furthermore, the medical services, security and 

safety, admission and registration services got highest 

rate which implies that the students were quite happy 

with the services. While in terms of facilities, they got 

the lowest rating. The students are quite satisfied in the 

level of services in the cafeteria, parking lot and the 

speed of WIFI and internet. The college needs to 

improve their facilities. 

By providing students and employees with an 

effective infrastructure as a basis for their functions, 

college facilities and their administration play a 

significant part in attaining the university's mission. 

Furthermore, university facilities are crucial aspects 

that influence students' decisions when choosing a 

higher education institution, as high-quality facilities 

have been shown to have a significant impact on 

learning. Students' perceptions of a HEI's reputation are 

also influenced by its campus facilities [15]. 

According to Kok et. al [16] the more directly 

facility services affect the educational process, the 

greater their potential contribution to educational 

attainment. As a result, they proposed and built a 

typology of facility management services based on the 

services' impact on learning outcomes and added value 

in the educational setting. Facility management 

services like as lighting, heating, ventilation, and air 

conditioning systems; acoustic systems; classroom 

design; and audiovisual/information technology 

equipment, according to this typology, have a direct 

and significant impact on educational outcomes. 
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Table 8.4. Summary Table on Level of Satisfaction 

in Various Parameters 

Indicators WM Verbal 

Interpretation 

Rank 

1.  Faculty and 

Instruction 
4.41 

Satisfied 1 

2.  Curriculum 4.27 Satisfied 3 

3.  Student Services 

and Facilities 
4.31 

Satisfied 2 

Composite Mean 4.33 Satisfied  

The table 8.4. shows the summary of Level of 

Satisfaction in various parameters with composite 

mean of 4.33 and assessed as Satisfied. The 

respondents rank the various parameters according to 

the level of satisfaction in service they perceived. 

“Faculty and Instruction on the top with weighted mean 

of 4.41 and interpreted as satisfied. Generally, the 

students were satisfied with the quality of the faculty 

and instruction of the college. Next were Student 

Services and Facilities with weighted mean of 4.31 and 

assessed as satisfied. Last is Curriculum interpreted as 

Satisfied and weighted mean of 4.27.   

Customer perceptions are highly influenced by 

service quality. Quality will be the most important 

factor in client evaluations of educational services. 

Students assess service quality based on their views of 

outcome, interaction, and physical surroundings. 

According to Castillo [17], the high visibility of the 

facilities and equipment greatly contribute to the image 

and reputation of the department as these are 

considered important by the students. In addition to the 

learning environment there are certain other essential 

facilities which are also important for the students and 

by assuring that all facilities are with excellent and 

reliable, the College can attract a lot of students by 

having its name in the leading educational institutions 

of learning. Major course content refers to student 

perceptions that courses in their major have relevant 

content.  

To determine if profile and dimensions predicts the 

over-all satisfaction, a stepwise regression analysis was 

performed. Model 1 shows significant effect of 

Assurance dimensions (expectation) to over-all 

satisfaction, R2 =0.335, Adj. R2 =0.330, F (1,133) = 

67.044, p<.001. 

The result is statistically significant and indicates 

that the higher the expectation on assurance more 

satisfied the students in general. The results of 

regression analysis indicate that there is an important 

effect of assurance on the standard of service on 

student. Due to students' desire to feel safe in employee 

knowledge and kindness, as well as their ability to 

inspire faith and confidence, the assurance dimension 

under expected quality has an impact on service quality 

satisfaction, according to the analysis. These 

characteristics aid institutions in avoiding major flaws 

in service quality, which can lead to student 

dissatisfaction. 

 
Table 9.  Predictor of Over-All Satisfcation of Students 

Model 

Standardized 

Coefficients T Sig. Interpretation 

Beta 

1 

(Constant)  11.592 0.000  

Assurance 

(Expectation) 
0.579 8.188 0.000 Highly Significant 

Legend: R2 = 0.335; F(1,133) = 67.044; p = 0.000 

 

Interestingly, the study conducted by Jusoh, et. al., 

[18] confirmed that there are no significant differences 

on the student’s evaluation of service quality by gender. 

The study was done in a tertiary context at the 

University of Technology in South Africa, and it 

included five characteristics of service quality 

(tangibles, responsiveness, empathy, assurance, and 

reliability). Customers had high expectations in the 

tangibles, reliability, and assurance dimensions on 

average, according to the data, and their highest 

perceptions were in the assurance dimension. This is 

reinforced by Nell and Cant [10] who conducted a 

study in South Africa, claiming that the SERVQUAL's 

highest agreed-upon dimension is, according to the 

students' perceptions, the SERVQUAL's highest 

agreed-upon dimension was assurance (M = 3.81). 

Therefore, one can suggest that students are highly 

satisfied with the assurance dimension satisfaction. 

Satisfaction encompasses factors related to 

students' perceptions and experiences during their time 

in college. Positive perceptions of service quality have 

a substantial influence on student happiness, and hence 

a satisfied student will attract more students through 

word-of-mouth communications. Students' interest in 

their organization will be explicitly preserved when 

they consider the institution's quality and standardized 

learning environment promoted intellectual 

advancement and that adequate learning and 

infrastructural facilities are supplied [12].
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Table 10.  Proposed Plan of Action to Enhance Service Quality and Student Satisfaction 

KRA Objectives Activities Person 

responsible 

Service Quality Under Dimension:  

Assurance  To improve trust ratings when it 

comes to answering inquiries and 

solving particular problems and to 

reinforce employee competence 

• Revisit incentive and rewards system to encourage and 

motivate employees 

• “Skills enhancement programs” especially those related to 

their job functions 

• Conduct regular employee orientations on the university 

procedures 

Dean  

Empathy Intensify employee 

approachability and sensitivity in 

attending to student needs 

• Provide employee trainings on “Effective 

Communication” and “Customer Perspective Taking” for 

them to be customer-driven 

• Conduct employee trainings on how to recover from 

previous service failures. 

Dean 

Staff 

Faculty 

Curriculum Introduce to the faculty member 

the new technique/teaching 

strategies  

 

• Conduct a faculty trainings/workshop about New teaching 

strategies using new technology 

• Attend the faculty seminar   in making modules/manual 

for their specific subject. 

 

Dean  

Department 

Chair 

Faculty 

 

CONCLUSION AND RECOMMENDATION 

Majority of the students in LPU-B College of 

Dentistry are female and they are Satisfied to their 

general weighted average. The Assurance and 

Empathy dimensions have a result of negative gap 

scores which implied that expectations have not being 

met. The students’ are satisfied with the overall quality 

of service rendered by the College of Dentistry 

department. The result is statistically significant and 

indicates that the higher the expectation on assurance 

more satisfied the students in general. The results of 

regression analysis indicate that there is an important 

effect of assurance on the standard of service on 

student. A plan of action was proposed to enhance 

customer satisfaction.  

The researcher recommend that the College may 

focus on the improvement of quality dimensions 

especially the assurance and empathy since it has a 

major effect in their satisfaction. The office my 

continue train and empower staff and faculty in order 

to foster student-employee interactions. Faculty and 

staff should be trained and offered formation courses 

that emphasize honesty and real concern for the 

students' welfare. In-depth lectures should be 

developed to instill in staff and teachers the skills 

necessary to solve and manage student concerns. The 

office should be adequately staffed to give students 

with consistent high-quality assistance in response to 

their questions and concerns. Students' encounters with 

understaffed offices have a significant impact on their 

level of satisfaction. The college should provide 

sufficient training and orientation on trust ratings as 

well as good communication between students and 

faculty. Further studies may be conducted to 

continuously assess the service quality offered by the 

College and the level of students’ satisfaction to 

identify if progress has been made after this 

undertaking. 
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