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Abstract 

The purpose of this study was to a scertain business students’ perception of 
quality of service provided by colleges of education in Kano state.  It aimed at 
understanding how various factors or dimensions of service quality affected 
their perception within a school setting. A structured questionnaire was 
designed and used for this study.  Business Education students in Federal 
College of Education, Kano and Sa’adatu Rimi College of Education, 
Kumbotso made up the population and respondents of the study.  Descriptive 
and inferential statistical techniques were employed and findings indicated 
that most business education students were positive about the quality of their 
institutions. Students perceive administrative quality, lecture halls, school 
cafeteria, college library, residential halls and academic staff quality to be 
major dimensions in determining quality of service they receive. Though 
administrative quality was found to be generally less impressive the students 
were satisfied with the quality of academic staff.  
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In today’s competitive environment, rendering quality service is a success key 
factor and many experts concur that the most powerful competitive tool currently 
reshaping marketing and business strategy is service quality. Over the years, service 
quality has been linked with increased profitability and is seen as providing an 
important competitive advantage by generating repeat sales, positive word of mouth 
feedback, customer loyalty and competitive product and service differentiation.   
Service quality spreads from business to education. Many higher education institutions 
have been stimulated and influenced by service quality both for teaching and 
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administrative support functions. Focusing on the customer is an essential principle of 
service quality, and the customers for the services of a higher education institution fall 
into five groups; the students, the employees, the government and the public sector, and 
the industry and wider community.  The primary customers are the students (Wallace, 
1999).  

 
Zeithaml, Parasuraman and Berry (1988) identified two major payoffs of 

quality; quality creates true customers and it leads to efficiencies. Excellent service 
pays off because it creates true customers who are like annuities. They keep pumping 
revenues into an organization. Quality improvements lead to operational efficiencies 
beyond those associated with scale economies. This is because, quality improvements, 
(both in products and services) lowers defects, service errors and customer complaints. 
Thus service quality does pay. 

 
Statement of the Problem 

Recent years have seen a proliferation of work on the topic of service quality.   
Research in the area of students’ perception on overall service quality in tertiary 
educational institutions as indicated earlier is scanty. This is especially so with the 
Nigeria’s institutions of higher learning. Few researches related to this have been done 
outside Nigeria. For instance, Maureen (Brookes, 2002) evaluated the students 
experience in UK, Richardson (2003) examined social presence in online courses in 
relation to students’ perceived learning and satisfaction in New York.  The growing 
level of competition that can be observed in many Nigerian private universities requires 
an evaluation of factors that can fully explain which aspects of service quality largely 
determine students’ perception of the quality of service that they receive. Hence, in this 
study, factors that greatly contribute to students’ perception of the entire college 
environment are examined. In other words, it addressed the question; what factors 
contribute to overall students’ perception of service quality in a learning environment? 

 
Objective of the Study  
 The general objective of the study is to assess students’ perception of service 
quality in tertiary educational institutions in Nigeria. The specific objectives are:  
(i) To examine the business education students’ perception of services offered by 

Colleges of Education in Kano state. 
 
(ii) To examine the important dimensions/factors that determine service quality in 

higher education.  
 
(iii) To determine the nature and strength of association between service quality and 

dimensions of perception. 
 
(iv) To assess the impact of perceived quality on student overall satisfaction. 
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The Research Questions 
This study was guided by the following research questions: 
1. What are the important dimensions/factors that determine service quality in 

Nigerian institutions of higher learning? 
 
2. What is the nature and strength of relationship between service quality 

dimensions and perception? 
 
3. Does perceived quality have an impact on student overall satisfaction? 
 
4. Is there a correlation between the underlying dimensions of service quality and 

other demographic factors? 
 
Review of Literature 
Service Quality in Higher Education 

Service quality is a pervasive strategic force and a key strategic issue in any 
organization. It is no surprise that practitioners and academics alike are keen on 
accurately measuring and understanding issues affecting service quality delivery. 
Today, many institutions are being driven towards commercial competition imposed by 
environmental challenges. Tertiary institutions, in general, need to be concerned not 
only with what the society values in the skills and abilities of their graduates, but also 
how their students feel about their educational experience.  A survey conducted by 
Owlia and Aspinwall (1997) examined the views of different professionals and 
practitioners on the quality in higher education. They concluded that customer-
orientation in higher education is a generally accepted principle. They construed that 
from the different customers of higher education, students were given the highest rank.  
Thus, students’ experience in a college should be a key issue of which performance 
indicators need to address. It therefore becomes important to identify the determinants 
or critical factors affecting students’ perception of the quality of service that they 
receive since they are the primary customers. Students’ feedback can be used as an 
effective tool for quality enhancement. The increasingly competitive environment has 
led to a number of higher educational institutions to monitor levels of student 
satisfaction as an indicator of quality. This is consistent with the total quality 
management (TQM) approach. For example, Federal College of Education and 
Sa’adatu Rimi College of Education, Kumbotso have now established directorate of 
quality assurance and as a result, quality measurement and improvement have become 
core values of the institutions. 

 
Many studies have been done in Nigeria in relation to quality of education. One 

of these studies was done by Ochuba (2010) on improving the quality of education in 
Nigeria through effective inspection of schools.  The study observed that the 
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inspectorate services both at the state and federal levels have not lived up to expectation 
owing to various challenges that plagued the activities of the inspectorate. The study 
therefore suggested some strategies to improve the quality of education in the country.  
Among these are:  (i) provision of adequate funds to the inspectorate departments; 
development of regular review of inspection tools; adequate and legal provision for 
enforcing compliance by schools and proprietors and induction of new inspectors and 
capacity building for practicing inspectors. 

 
Factors Influencing Students’ Perceptions 

The conceptualization service quality within the institutions of higher learning 
(HE) is no different from conceptualizations in other service contexts. However, certain 
variables are found to be more specific to higher education settings. An empirical 
survey conducted in Japan and Thailand with university students identified a total of 10 
factors of service quality which were grouped into three categories of services such as 
academic; nonacademic; and facilities categories of service. In terms of the academic 
category, students considered quality of academic staff, quality of programs, and 
university reputation as important factors that influenced their perceptions of service 
quality (Gamage,   Suwanabroma, Ueyama,  Hada & Sekikawa, 2008).  In the case of 
non-academic; financial assistance and tuition fees, counseling and support services, 
job placement services, and grievance procedures contributed to students’ perceptions 
of service quality. Finally with respect to facilities, students considered physical plants 
and facilities, library and computing facilities, and student organizations as important 
factors in their perceptions of service quality. The results of the above study suggest 
that perceived quality has a positive impact on student overall satisfaction. Thus, 
students who have high positive perceptions of services being offered at their 
universities tend to report a higher level of overall satisfaction.  The results also suggest 
that academic factor most strongly impacts on students’ overall satisfaction followed by 
the non-academic factors and finally the facilities factors.  

 
Petruzzellis, Duggento & Romanazzi (2006) investigated students’ satisfaction 

and quality of service in University of Bari in Italy. The university was experiencing a 
process of repositioning due to various events that had damaged its image. As regards 
students’ satisfaction the main factors were good response to the students needs in 
general along with good level of education and the location of the university.  

 
Similarly, Tsinidou, Gerogianissis & Fitsilis (2010) did a study on factors 

determining quality in higher education in Greece among Business and Economics 
students. The main variables or factors of importance were: academic staff, 
administrative service, library service, curriculum structure, location, facilities, and 
career prospects.  The findings indicated that on academic staff criterion, students rated 
communication skills as the most important; on administrative service, clear guidelines 
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and advice were most ranked; on library service, students wanted availability of text 
books and journals; on curriculum structure, students valued practical or hands on 
experience; on location, an important factor was cost of transportation; on facilities, 
students were concerned about quality classrooms and laboratories (infrastructure) 
while on career prospects, students were keen on perspectives for a professional career. 

 
Perceptions on Service Quality 

How customers perceive service quality is critical because it determines how 
they evaluate the service. Customers evaluate a service based on their expectations. 
Because expectations are dynamic, evaluations may also shift from time to time. Thus, 
how customers evaluate what they term as a quality service today, (based on some 
criteria) may change tomorrow. This calls for continuous monitoring and evaluations of 
service quality in any service firm.   According to Zeithaml et al. (1988), service quality 
is a focused evaluation that reflects customers’ perceptions of reliability, assurance, 
responsiveness, empathy and tangibles. 
 
Research Design and Methodology 

A survey design was used to assess business students’ perception of service 
quality. This design helped to describe the nature of perception that business students 
have in terms of the various factors that affected their perception.  The target 
population comprised business education students from the study area; which are 
Federal College of Education, Kano and Sa’adatu Rimi College of Education, 
Kumbotso, Kano.  The population of the study was 1,151 (as presented in table 1 
below) and this was made up of Business Education students specifically in NCE II, III 
and all undergraduate (degree) levels in the above named schools.  It was the belief of 
the researcher that these categories of students have spent reasonable time in the 
Colleges and have had enough contact with both curricular and extra-curricular 
activities in the Colleges.   

 
Table 1:  Population of the Study Area 

 
Level FCE Kano SRCOE, Kumboto Total 
NCE II 149 219 368 
NCE III 130 185 315 
B.Ed. 100 Level 30 -- 30 
B.Ed. 200 Level 145 -- 145 
B.Ed. 300 Level 151 -- 151 
B.Ed. 400 Level 142 -- 142 
Total 747 404 1,151 
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A sample(n) of 300 was used for this study.  The sample was proportional to 
the size of each level of the students and simple random sampling technique was used 
to draw the sample from the population.  Table 2 below showed the distribution 
(selection) of the sample size. 

 
Table 2: Distribution of Sample Size  
 

Level FCE Kano     SRCOE, Kumboto 
 Population Sample Population Sample 
NCE II 149 39 219 57 
NCE III 130 34 185 48 
B.Ed. 100 Level 30 8 --  
B.Ed. 200 Level 145 38 --  
B.Ed. 300 Level 151 39 --  
B.Ed. 400 Level 142 37 --  
Total 747 195(n) 404 105(n) 

 
A self-administered, Likert type rating scale, questionnaire was used. It 

contained various statements about school administration, lecture halls, students’ 
cafeteria, library, residential halls, student support, academic staff, general institution 
and students’ welfare.   The instrument was subjected to both face and content validity. 
Asika (1991) stresses that one very important way of ensuring high quality data is by 
improving the quality of the measuring instrument which is determined by the 
instrument’s validity and reliability. According to Uzosike (2008), face validity of a 
survey instrument of this nature is considered adequate for its validity. In the light of 
this, the instrument was screened by the researcher’s two senior colleagues in the 
College. The opinions, criticisms, and recommendations of these colleagues were thus 
incorporated into the construction of the final instrument.  Additionally and in order to 
enhance the reliability of this instrument, the researcher conducted pilot study on 30 
Business Education students from Federal College of Education (Technical) Bichi, 
Kano state.  Since the scope of the study did not include students from Federal College 
of Education (Technical) Bichi coupled with the proximity advantage, the researcher 
deemed it to use these students for pilot study.  The instrument was administered two 
times with four weeks interval between the first and second administration. This 
interval was relied upon based on the suggestion of Akume (2002) that a one-month 
interval is considered meaningful. The data collected was subjected to statistical 
analysis using Pearson Product Co-efficient (r).   

 
 The retrieved copies of questionnaire from the respondents was assembled and 
edited. The editing involved checking for completeness of the information supplied, 
legibility, comprehensibility and consistency.  Consequently, the usable copies of the 
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questionnaire were serially numbered and numerically coded for computer processing.  
Thus, the respondents’ bio-data and the research questions were analysed with the aid 
of descriptive (i.e. frequency, mean and z-score) and inferential (Pearson Correlation 
co-efficient) statistics.  
 
Findings 

Out of 300 copies of questionnaire distributed for the study, 280 came back in 
good condition for analysis. This gave a response rate of 93.33%.  Information about 
the age, gender, type of programme, level, tribe and sponsorship status was sought in 
order to check whether these variables had an impact on perception. Again, out of 280 
respondents, 160 were male and 120 were female. Most of these respondents were aged 
between 18-24 years.  On the type of programme, 115 students were undergraduates 
(degree)  while the remaining 165 were NCE students.  Majority of the respondents 
were parents-sponsored (175), 73 were self-sponsored and 32 were government 
sponsored. Out of 165 NCE respondents, 88 were in NCE II while the remaining 77 
were in NCE III.   For the undergraduates, 8 respondents were in 100 level, 36 
respondents were in 200 level, 36 were in 300 level and 35 respondents were in 400 
level.  The respondents were predominantly Hausa/Fulani by tribe.  

 
Dimensions/Factors that Determine Service Quality in Colleges of Education 

The students identified a number of factors important to them in their 
perception of service quality in colleges of education. The most important factors 
arranged in order of importance are administrative quality, academic quality, 
programme quality and availability of resources in that order.  A further break down of 
important factors on the following aspects of the college is described below. Table 3 
provides a detailed analysis.   

 
Table 3:  Students’ Perception of Dimensions of Service Quality 
 
Dimension of service quality Mean Z-score Comment 
College administration    
The college physical facilities are visually 
appealing 

3.892 3.5876 Positive 

The Admin. offices keep its records accurately 
and retrievable 

2.322 -1.7158 Negative 

Admin. staff provides prompt services 3.121 -0.2146 negative 
Admin. staff are always courteous and polite 2.319 -1.6595 negative 
My information/transcripts are kept confidential 3.995 3.0800 Positive 

The certificates/transcripts are released on time 2.385 -0.3558 Negative 
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Are never too busy to respond to a request for 
assistance  

2.292 -1.6687 Negative 

Admin. staff keep their promises 2.112 -0.9872 Negative 
Admin. staff communicate well with students 4.560 3.8922 Positive 

Admin. staff show positive work attitude towards 
students 

3.892 3.1278 Positive 

Admin. staff have good knowledge of 
systems/procedures 

1.891 -0.2314 Negative 

Are easily contacted by telephone 2.121 -1.2390 Negative 
College lecture halls    
The college has up to date equipment 2.341 -0.7158 Negative 
The lecture halls are always clean and neatly 
arranged 

2.322 -0.2646 Negative 

The lecture halls are well lit and conducive for 
learning 

3.241 1.6595 Positive 

College cafeteria/food canteens    
I get quick and courteous service  3.232 2.3458 Positive 
The food is always good and of right amount  2.893 1.6687 Positive 
The operating hours are convenient for me   3.000 2.2372 Positive 
The prices charged are fair   3.125 2.8902 Positive 
Provides variety of foods to choose from   2.895 1.1372 Positive 
The staff are neat and clean  2.196 -0.2211 Negative 
Cafeteria is always tidy and clean  2.000 -1.2390 Negative 
College library    
The library staff are friendly and courteous 2.993 2.8932 Positive 
The library services are quick/fast 3.121 3.0178 Positive 
It is easy to access online journals 2.792 -0.2914 Negative 
The library is always clean and quiet   3.993 1.2390 Positive 
It has available resource materials 2.384 -0.2376 Negative 
The operating hours are convenient for me 3.225 1.1158 Positive 

College residential halls    
They are always clean 2.342 -0.1595 Negative 
The staff are always courteous 2.315 -0.8100 Negative 
Are conducive for socialization 2.874 -0.2528 Negative 
The facilities and equipment are adequate   2.111 -1.6185 Negative 
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College academic staff    
Have the knowledge relating to the course content   3.000 3.3422 Positive 
Deal with me in a caring and courteous manner   3.212 3.2248 Positive 
Highly educated and experienced in their 
respective fields 

3.240 3.2914 Positive 

Have a sincere interest to solve my problems 2.561 1.9023 Positive 
Show positive attitude towards students 2.891 1.5676 Positive 
Communicate well in class     3.101 1.8991 Positive 
Allocate sufficient and convenient time for 
consultation 

2.983 -0.2646 Negative 

Are easily contacted by telephone 2.782 -1.6595 Negative 
Respect my confidentiality when I disclose 
information to them  

2.981 1.0800 Positive 

Always ready to help 3.213 2.1358 Positive 
Provide feedback on time 2.313 -0.8700 Negative 

College students’ concern    
I am treated equally and with respect by staff 2.983 2.1046 Positive 
Are given fair amount of freedom 2.982 1.6595 Positive 
Institution values feedback from students to 
improve service performance 

2.819 1.5800 Positive 

Institutions encourage and promotes student 
unionism 

3.213 2.5862 Positive 

College overall evaluation    
The quality of the institution's service is 
satisfactory  

3.127 2.9221 Positive 

My feeling towards the institution's service can be 
described as satisfactory  

3.215 2.8721 Positive 

My visit to the institution in future will be 
encouraged   

2.921 1.0314 Positive 

Source: Field survey (2011) 
 
Students’ Perception Relating to College Administration 
 The computed z-scores for some of the statements were positive which means 
that students had positive perception about each of them (see table 3).  Specifically, 
students agreed that the college physical facilities are visually appealing, 
information/transcripts are kept confidential, administrative staff communicate well 
with students and show positive work attitude towards students (see table 3 for z-
scores).  On the other hand, students’ perceived some college administrative aspects 
negatively, such as ‘keeping of records accurately and retrievable’, ‘provides prompt 
services’, ‘courteous and polite response’, ‘certificates/transcripts are released on time’, 
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‘never too busy to respond to a request for assistance’, ‘keeping of promises’, ‘have 
good knowledge of procedures’ and ‘easily contacted by phones’ (see table 3).  Thus, 
students’ perception of the quality of service offered by college administration is 
generally poor. 
 
Students’ Perception Relating to College Lecture Halls 

Data analysis in relation to college lecture halls showed that students rated well 
lit and conducive for learning as satisfactory aspect while they perceived others aspects 
negatively (see table 3 for the means and z-scores). 

 
Students’ Perception Relating To Students’ Cafeteria 

Generally students agreed that university cafeteria provided quick and 
courteous service, they equally agreed that the food is always good and of right amount, 
the operating hours are convenient for them, provides variety of foods to choose from 
and that the prices charged are fair.  Nonetheless, the students expressed dissatisfaction 
with the neatness and cleanliness of staff and cafeteria (see table 3 for the z-scores).  
On the whole, the college cafeteria is favourably perceived by the students. 

 
Students’ Perception towards the College Library 

Generally students indicated that their college libraries provided convenient 
hours of operating (z-score = 1.1158), clean and quiet environment (z-score = 1.2390), 
friendly and courteous services (z-score = 2.8932), quick and fast services (z-score= 
3.0178) in increasing order of satisfaction. Thus the library score was above average in 
all the five factors. However, the availability of resource materials and easy access to 
online journals leave much to be desired from the students’ standpoint.   

  
Students’ Perception Relating to the Residential Halls 

Students generally disagreed that the halls of residence have adequate facilities 
(z-score = -1.6185), staff are always courteous (z-score = -0.8100), conducive for 
socialization (z-score = -0.2528) and are always clean (z-score = -0.1595).  Thus the 
general perception towards the residential halls was found to be totally negative.  

 
Students’ Perception Relating to Academic Staff 

Examination of students’ satisfaction with academic staff revealed that 
academic staff (table 3) had knowledge relating to course, were highly educated and 
experienced in their respective fields, were caring and courteous, had positive attitude 
towards students, communicated well in class and were always ready to help.  On the 
other hand, the students expressed displeasure that academic staff were not available 
for students by allocating sufficient and convenient time for consultation, were not 
easily reachable by phone and they did not provide feedback on time (see table 3 for 
detailed z-scores).  Thus administrators need to be aware that relationships and 
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interactions between student and academic staff lie at the heart of good service 
delivery. 

 
Students’ Perception Relating to Student Concern 

Students agreed that their college encouraged and promoted student unionism, 
are given fair amount of freedom, are treated equally and with respect by staff and their 
institutions value their feedback to improve service performance.   

 
Students’ Overall Satisfaction 

The overall quality of the institutions’ service was rated averagely satisfactory 
as students’ general feelings about their institutions were positive.    Encouragement of 
students’ visit to their institutions in the future was positive (see table 3 for detailed 
results). These findings contradict Ochuba (2010) who contended that the quality and 
relevance of research, teaching and learning had continued to decline in public tertiary 
education institutions, citing that many tertiary educational institutions operate with 
overcrowded and deteriorating physical facilities, limited and obsolete library 
resources, insufficient equipment and instructional materials, outdated curricula, 
unqualified teaching staff, poorly prepared secondary students and an absence of 
academic rigor and systematic evaluation of performance.  

 
Impact of Perceived Quality on Student Overall Satisfaction 

The findings (see table 4 below) indicate that perceived service quality has a 
positive impact on student overall satisfaction.  The computed Pearson r  is  -.126 
which was significant at P = 0.014.  Thus students’ perception of the various aspects of 
service quality within the college correlated highly with overall satisfaction. This 
implies that to maintain students overall satisfaction, school administrators should pay 
attention to the various aspects of service: quality of administrative staff, academic 
staff, facilities (library, classrooms, and computing facilities) and student support. 

 
Table 4: Correlation between Students’ Perceived Quality and Students’ 
Overall Satisfaction 
 
Variable correlation coefficient  sig. Level comment 
Perceived quality and students’ 
overall satisfaction 

-.126 .014 s 

Source: Field Survey (2011) 
s = significant at P < .050. 
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Correlation between the Underlying Dimensions of Service Quality and other 
Demographic Factors 
 

Pearson correlation coefficient was computed to test the relationship between 
these two variables and result is presented in table 5 below.  The obtained Pearson r  is  
-.096 which was not significant at P = 0.085.   The result thus showed no correlation 
between perception and the demographic variables. These factors of service quality 
have a cumulative effect on perception and are therefore complementary factors which 
cannot be treated solely. 

 
Table 5: Correlation between Dimension of Service Quality and Demographic 
Factors  

 
Variable correlation coefficient  sig. Level comment 
dimension of service quality and 
demographic factors 

-.096 .085 ns 

Source: Field Survey (2011) 
ns = not significant at P > .050. 
 
Conclusions 

The results of this study suggest that students have mixed reactions about the 
quality of service they receive in their respective universities. Students perceive 
administrative quality, lecture halls, school cafeteria, college library, residential halls 
and academic staff quality to be major dimensions in determining quality of service 
they receive. Generally, the overall quality of the institutions’ service was rated 
averagely satisfactory.  On a specific note, while administrative quality was found to be 
generally less impressive the students were satisfied with the quality of academic staff. 
College cafeteria was rated averagely good while school lecture halls were found 
untidy.  While college library services were averagely satisfactory, students were 
generally dissatisfied with the standard of school residential halls. 

 
Recommendations 

While the idea of providing superior service on all dimensions identified by 
students may seem attractive to school management, failure to prioritize the important 
attributes may result in inefficient allocation of resources. Therefore, tertiary 
educational institution must continuously establish requirements and specifications 
which their primary customers (students) want and try to meet those requirements.  
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Service quality dimensions should not be treated in isolation since they have a 
cumulative effect on perception and overall satisfaction. Thus, concentrating on 
perfecting one factor, say administrative quality and ignoring other factors such as 
students’ concern or academic staff availability, may result to poor overall perception 
of service quality. 

 
The aspect of student feedback seemed less valued by the college 

administration.   A lot of weight needs to be given to students’ feedback because they 
are the main stakeholders of the institution. 

 
As competition for students is escalating among private tertiary educational 

colleges and universities, student attraction and retention should be given great 
attention. Since service quality and student satisfaction are important factors in 
attraction and retention, it is important that faculties/business schools continuously 
measure service quality.  
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