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ABSTRACT 
In a world increasingly shaped and influenced by information and 

communication technologies, more and more universities are developing 

effective e-service quality to enhance their services to students. This paper 

describes how we used an e-survey to assess service quality development efforts 

at a school of business and banking in Indonesia. The purpose of the survey was 

to find out to what degree services at that university are perceived by students 

and to ascertain which services are in need of improvement by the university.  

Our survey comprised 45 questions specifically designed to assess the service 

quality of nine work units within the university, including the campus 

information system.  The survey was administered to 1,319 students. Data 

analysis was performed by descriptive statistics. The findings show an average 

score of 3.4 (out of 5), which indicates that service quality at the case-study 

university is “fair.”  Earning the highest score were the library and general affairs 

units. Our analysis also identified three groups of students (average, high, and 

low), based on their perceptions of service quality. Managerial implications 

associated with the e-survey are also discussed in this paper. 
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 1.  INTRODUCTION 

 The development of higher education in the last five years is inseparable 

from the development of information and communication technology. New 

technology, beginning with the intranet and Internet, has enabled universities to 

serve students in new and creative ways, such as delivering not only learning 

materials but also administrative services via electronic devices.  In addition, the 

use of electronic devices makes student services cheaper, easier, faster, and more 

accurate. 

The development of electronic-based services to students, initially, was 

stimulated by a need to automate services in order to make the process of 

delivering learning and administrative services more efficient and effective than 

was possible manually. There was also an increasing demand to share the process 

with students so that they could more easily perform activities themselves, thus 

reducing university workload and involvement. Electronic-based services, 

therefore, were a win-win situation for universities and students alike. 

At the national level in Indonesia, an increasing number of universities are 

developing e-services, supported by several grant programs from the Directorate 

General of Higher Education. These programs, which have been launched in the 

last three years, include the K1 Grant Program (Program Hibah K1) to develop 

institutional networks and the K3 Grant Program (Program Hibah K3) to 

enhance learning content. The government has also been developing a national 

network called “Jardiknas” for all levels of education, as well as networks for 

higher education, called “inherent.” 

For universities in Indonesia, the development of communication and 

information technology has enhanced service quality for students with regard to 

both the learning process and administrative services. It is believed that good 

universities manage their services electronically and that e-service not only will 

determine the future of higher education but also will become a critical factor in 

developing services in the future. Universities recognize that the young 

generation is adept at using computers and the Internet, which means that this 

generation will readily take advantage of e-services.  

This view is similar to the finding of Iyer and Eastman [2006], whose study 

indicated that those who are confident in their ability to use the Internet, 

comfortable in using the Internet, and experienced in using computers would be 

more likely to use the Internet (comparison shopping). Gehrt et al. [2007], 

identified four Internet shopping segments – enjoys shopping, brand browser, 

price browser, and dislikes shopping. High-frequency Internet shoppers were 
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found to reside in the “enjoys shopping” segment and upscale consumers were 

found to reside in the “brand browser” segment. 

The most popular e-services in higher education are associated with e- 

learning, which is a fundamental change in the way learning materials are 

delivered to students. Freitas and Oliver [2005] found that, because of heightened 

competition in the global market and the need for structural changes within 

organizations delivering e-content, e-learning policy is beginning to assume a 

more significant role within the context of education policy.  

This paper describes how we used an e-survey to measure service quality in 

higher education – specifically, in a school of business and banking in Indonesia. 

The purpose of the e-survey was to find out to what degree university services 

are perceived by the students and which university services are in need of 

improvement. The focus of this paper is on the way the e-survey of service 

quality was conducted, the results of that survey, and the good practices 

identified.  Section 2, following this Introduction, presents the theoretical 

background for our study.  Section 3 describes our research method, and Section 

4 discusses our analysis and findings.  Section 5 presents our conclusions and 

discussed the limitations and implications of this study.   

 

2.  THEORETICAL BACKGROUND 

 This section discusses service quality at the university level and e-service 

quality in general. 

 

2.1.  Service Quality at University Level 

 Phenomenal developments in a service economy have led to the 

development of alternative theories and ideas relating to the definition and 

measurement of product quality. In general, it is often easy to define quality 

relating to physical objects or products.  For example, strength, beauty, shape, 

and good performance are tangible characteristics dealing with physical objects 

that are visible, touchable, auditable, and testable. Defining quality relating to 

services, on the other hand, is more difficult and complex. Using tangible 

measurements is not fully appropriate because the quality characteristics of 

physical products and services are different [Sutarso, 2003]. Thus far, quality 

measurements of services have been adopted in several fields, such as libraries 

[Wang, 2008], banking services [Herington and Weaven, 2009; Loonam and 

O’Loughlin, 2008; Wong et. al, 2008], online auctions [Yen and Lu, 2008], 
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manufacturers [Lee-Kelley et al., 2002], and e-commerce [Kassim and Abdullah, 

2010; Rolland and Freeman, 2010].  

 Service quality and satisfaction in higher education have been the focus of a 

number of studies.  Research conducted by Senthilkumar and Arulral [2011], for 

example, described a new model of service quality measurement in higher 

education, in which the quality of education is based on the best faculty, 

excellent physical resources, and a wide range of disciplines that attract a diverse 

student body and improve the employability of graduates coming out of a higher 

education institution.  Shekarchizadeh et al. [2011] found five factors of service 

quality at the university level – professionalism, reliability, hospitality, tangibles, 

and commitment.   

 There are several studies on the adoption of service quality and customer 

satisfaction measurements in higher education, based on the results and 

recommendations of studies conducted in a university environment. Regarding 

the measurement of customer satisfaction, Aldridge and Rowley [1998] 

recommended the application of a customer-satisfaction measurement model that 

used questions in eight categories: 

1. Faculty and courses offered 

2. Teaching and learning 

3. Support of teaching and learning 

4. Student services and facilities 

5. Similarity opportunities, disability, and the environment 

6. Communication, consultation, feedback, and complaints 

7. Evaluation 

In their study of the quality of education services, Cheng and Tam [1997 offered 

seven types of quality models: 

1. Specification and purposes model 

2. Input resource model 

3. Process model 

4. Satisfaction model 

5. Legitimacy model 

6. Absence of problems model 

7. Organizational learning model 

Each of their seven models has weaknesses and strengths, where the application 

is not universal. Lawrence and McCollougt [2001] provide a conceptual 

perspective on the adoption of Total Quality Management (TQM) in higher 
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education.  Their perspective calls for an assurance system aimed at three groups 

– students, faculty, and staff. 

 

2.2.  E-Service Quality  

 The conception of “e-service” emerged with the growth of the Internet 

[Loonam and O’Loughlin, 2008]. Whereas research on service quality – 

especially e-service quality – continues to develop, attention has remained on 

how to conceptualize the construct. Increasingly, however, the focus is shifting to 

measurement and operationalization issues in e-service quality [Carlson and 

O’Cass, 2011]. Initially, e-services were motivated by cost reductions resulting 

from computer automation and by the need to be present for customers on a 24-

hour basis through an on-line system.  E-service is different from traditional 

services that are based on a high-touch principle but low technology. E-service, 

in contrast, applies a high-touch principle and a high-tech approach, making it 

possible to distribute services around the world, around the clock, and at a lower 

cost.   

E-service quality is defined by consumers’ overall evaluation and judgment 

of the excellence and quality of e-service offerings [Santos, 2003]. As is the case 

with traditional service quality, e-service quality can be classified in service 

quality dimensions. Based on content analysis, Yang et al. [2003], identified 14 

service quality dimensions: 

1. Responsiveness   8. Competence  

2. Credibility    9. Courtesy 

3. Ease of use    10. Personalization 

4. Reliability    11. Continuous improvement 

5. Convenience    12. Collaboration 

6. Communication   13. Security/privacy 

7. Access     14. Aesthetics 

 

E-services are information-intensive and technology-dependent, factors that 

reduce customer-switching costs to a bare minimum because, for customers, 

moving to other providers is just a mouse-click away. As a result, keeping 

customers loyal presents a major challenge for e-service providers [Chea and 

Luo, 2008]. To survive in the turbulent e-commerce environment, on-line 

companies today need to develop and implement long-term customer-relationship 

strategies. Long-term customer relationships play an important role in business 

profitability not only because loyal customers use more of the complementary 
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products and services, but also because loyal customers are less costly to retain. 

Cyr [2008] studied the relationship of website design to trust, satisfaction, and 

loyalty in Canada, Germany, and China. The findings indicate that trust and 

satisfaction are partial mediators for Canada and Germany, but not for China. 

There is evidence that product design has strength as a direct predictor of e-

loyalty, especially in China. 

Several studies have been conducted on e-service quality in industries and 

organizations.  Loonam and O’Loughlin [2008] studied online banking in the 

Bank of Ireland and found that the use of a gratification categorization system 

provides a more informed platform for the study of e-service quality because it 

explores customers’ actual online uses and their ability to ascertain higher-order 

outcomes from e-services. In the context of e-banking, the evolving nature of 

customer perceptions may represent prospects for banks in future years as they 

endeavor to sell more complex financial services products online. Consequently, 

both e-banking and general e-service providers can adopt the user-group 

categorization system as a means of more effectively serving customers, based on 

their individual e-service needs. The categorization system thus facilitates greater 

insight into the e-service quality evaluation process.  

Sohn and Tadisina [2008] studied the development of e-service quality 

measures for Internet-based financial institutions. Their study revealed six valid 

and reliable dimensions measuring perceived e-service quality: 

1. Trust 

2. Customized communications 

3. Ease of use 

4. Website content and functionality 

5. Reliability 

6. Speed of delivery 

 

In the public policy context, Korteland and Bekkers [2008] examined the 

diffusion and adoption process of an electronic service delivery innovation, 

which can be seen as an example of e-policing – called SMS-alert – among 

Dutch police forces. The research found that it is important to pay more attention 

to the diffusion strategy that the original innovator or intermediaries pursue in 

order to promote an innovation, which has important policy implications. 

Furthermore, size is an important factor in the adoption of SMS-alert, which is 

related to the organizational characteristics of potential adopters. 
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 Chea and Luo [2008] proposed an approach in which cognition-emotion 

interplay, satisfaction, and post-adoption behaviors are integrated into a single 

model on e-service customers. Their research showed that satisfaction is a 

significant predictor of all three post-adoption behaviors: continuance, complaint, 

and recommendation. Negative affective response to e-service was found to 

directly predict complaint behavior, but positive affect and negative affect did not 

influence customer satisfaction. Carloss and O’Cass [2010] found that positive 

evaluations of e-service quality influence positive levels of consumer 

satisfaction, consumer attitudes toward the website, and behavioral intentions 

within the specific service context of content-driven professional sports websites. 

In the context of university services, Lam [2009] studied the effectiveness 

of web-based courses on technical learning, in which he found that the delivery 

format for both web-based and traditional classroom courses has no significant 

effect on student performance. This finding provides some assurance of the 

effectiveness of web-based courses for technical learning, and indicates that web-

based learning is at least as effective as traditional learning. Halawi et al. [2009] 

studied an evaluation of e-learning based on Bloom’s Taxonomy and found that 

individual and instructional factors do not play a major role in the learning 

process. From their perspective, e-learning is an effective learning tool because it 

provides an empirical measurement to account for differences between online 

learning and traditional classroom-based instruction.  

 There are a limited number of studies on the e-survey of service quality in 

universities; therefore, it is difficult for practitioners to find references on the 

subject. Providing a description of e-survey application at the university level 

will enable practitioners and scholars to learn and develop effective and efficient 

ways to conduct their own surveys.  

 

3.  RESEARCH METHOD 

 This section discusses the survey design, population, and measurement. 

 

3.1.  Survey Design  

 In terms of the way the data were collected, we used cross-sectional 

research; that is, survey design and the perspective of time dimension. Our study 

used primary data collected directly from respondents via an electronic 

questionnaire, which included lists of questions of research indicators. Three 

stages were involved in developing the survey instrument: literature review, 

examination of a small sample, and implementation. The instrument was tested 
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by statistical analysis using validity and reliability analysis. With regard to 

perception, the respondents were asked to answer the questions expressing their 

perception of university service qualities. 

 

3.2.  Population 

  Population is the total collection of elements about which we wish to make 

the same inferences [Cooper and Schundler, 2008]. The population for this study 

included students in the School of Business and Banking at STIE Perbanas 

Surabaya in Indonesia. Census was implemented involving students from four 

departments in the School. Respondents totaled 1,319, of which 1,102 (84%) 

submitted questionnaires that could be analyzed and were therefore usable. 

Following are characteristics off the 1,102 respondents: 

 Female       60.2% 

 Male       39.2% 

 Bachelor’s degree in accounting  43.2% 

 Bachelor’s degree in management  48.8% 

 Diploma in management     5.0% 

 Diploma in accounting      3.0% 

  

3.3.  Measurement 

  Nine work units at the university were included in our survey: 

Academic Administration  Financial Affairs 

Student Affairs    General Affairs 

Cafeteria      Shop 

Library      IT Services 

Public Relations 

 The dimension of service quality measurement consisted of reliability, 

responsiveness, competence, accessibility, courtesy, communication, credibility, 

security, understanding, and tangibility. The dimension was then combined with 

items describing the dimension of service quality. In all, 45 items from the nine 

work units measured the service quality of the university.  The statements in the 

questionnaire were written in the Indonesian language. The indicators were 

measured on a five-point scale, ranging from 1 = very bad (the least favorable 

response alternative) to 5 = very good (the most favorable response alternative).  

The reliability of the construct represented by Cronbach’s alpha was 0.96 for 

service quality. 
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4.  ANALYSIS AND FINDINGS 

 This section describes our data analysis in three aspects – participation 

analysis, descriptive analysis, and cluster analysis.  It also presents our research 

findings. 

 

4.1. Analysis 

 Participation Analysis.  Table 1 presents the participant and response 

variants for our e-survey. A total of 1,319 students, representing 100% of the 

student population, participated in the survey. The variant distributions of 

answers were 86% above 0.0, meaning the number of respondents who answered 

the same for all the questions was as much was 14%; and 76% above 0.1.   

 

Table 1 

Participant and Response Variants 

 

Student 

Generation 

(Year) 

Sum of 

Participants 

Variant > 0.0 Variant > 0.1 

Total % Total % 

2002 2 2 100 1 50 

2003 11 8 73 7 64 

2004 24 16 67 16 67 

2005 100 85 85 78 78 

2006 267 242 91 219 82 

2007 429 367 86 336 78 

2008 486 408 84 344 71 

Total 1,319 1,128 86 1,001 76 

  

 Table 2 indicates that 99.01% (1,306) of the students answered all of the 45 

questions in the survey, meaning that 0.99% (13) of the students did not answer 

the questions totally. From our analysis of the unanswered questions, it appears 

that the last 18 questions (questions 28-45) were likely those that were not 

answered; to wit: 

Questions 28, 29, 30, and 31 were not answered by 6 students. 

Questions 32, 33, 34, and 35 were not answered by 8 students. 

Questions 36, 37, 38, and 39 were not answered by 10 students. 

Questions 40, 41, and 42 were not answered by 11 students. 

Questions 43, 44, and 45 were not answered by 13 students. 
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Table 2 

Response of Participants to Questions in Survey, by Generation (Year) 

 

Answered  

Questions 

Student Generation 
Total Percent 

2002-2004 2005 2006 2007 2008 

27 0 1 1 2 2 6 0.45 

31 0 0 0 2 0 2 0.15 

35 0 0 0 2 0 2 0.15 

39 0 0 0 0 1 1 0.08 

42 0 0 0 1 1 2 0.15 

45 37 99 266 422 482 1,306 99.01 

 37 100 267 429 486 1,319 100.00 

 

Descriptive Analysis. Table 3 presents information on the scale, mean, 

and standard deviation of items, by the nine university work units included in this 

study.  As indicated, some items have a high value – for example: 

“Responsiveness and courtesy of security officers,” with a mean score of 

3.80 and a standard deviation of  0.77 

 “Comfortable rooms and learning facilities” and “hospitality and 

courtesy of parking attendants,” each with a mean score of 3.78 and a 

standard deviation of 0.79  

The item having the lowest value was “variation in the cafeteria menu,” 

with a mean score of 2.97 and a standard deviation of 1.01.   

Figure 1 shows the mean score and standard deviation for each of the 

nine university work units:   Mean Std. Dev. 

Academic Affairs  3.33  0.66 

Financial Affairs  3.29  0.82 

Student Affairs   3.47  0.59  

General Affairs   3.63  0.58 

Cafeteria    3.19  0.72  

Shop     3.43  0.64 

Library    3.62  0.62 

IT Services   3.37  0.83 

Public Relations  3.50  0.67 

The highest mean score was for General Affairs and the lowest was for 

Cafeteria.  The average mean score was 3.4 on a five-point scale. 
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Table 3 

Scale, Mean, and Standard Deviation of Items, by University Work Unit 

Work 

 Unit 
Item Mean 

Std.  

Dev. 

Academic 

Affairs 

 Services for programming study plan from academic staff  3.08 0.98 

 Services for permission to not attend a lecture  3.09 0.89 

 Hospitality and responsiveness  of academic affairs staff 3.09 0.97 

 On-going availability of academic staff at work place 3.36 0.88 

 Advisor’s trusteeship lecture services in finishing student study  3.77 0.90 

Advisor’s lecturer services in finishing student’s thesis writing 3.61 0.75 

Financial 

Affairs 

 Hospitality and responsiveness  of financial affairs staff 3.23 0.91 

 On-going availability of financial staff at work place 3.35 0.84 

Student 

Affairs 

 Issuing letter confirming student study & allowances rights  3.42 0.72 

 Issuing student’ identity card  3.45 0.75 

 Discipline awareness at the campus 3.66 0.77 

 Hospitality and responsiveness  of  student affairs staff 3.37 0.81 

 On-going availability of student affairs staff at work place 3.46 0.74 

 Health care services  3.18 0.86 

 Guidance and counseling services  3.42 0.79 

 Career and job market information services  3.66 0.78 

 Career path consultation services 3.57 0.76 

General 

Affairs 

 Hospitality and responsiveness  of  general affairs staff 3.38 0.82 

 On-going availability of general affairs staff at work place  3.45 0.74 

 Comfortable rooms and learning facilities 3.78 0.77 

 Laboratory equipment maintenance 3.62 0.78 

 Responsiveness and courtesy of security officers 3.80 0.77 

 Hospitality and courtesy of parking attendants 3.78 0.79 

 Cleanliness and tidiness services by office boys 3.71 0.75 

 Campus security 3.61 0.80 

 Cleanliness of toilet 3.63 0.84 

 Maintenance of information boards 3.50 0.83 

Cafeteria 

 Hospitality and responsiveness  of cafeteria officer 3.36 0.86 

 Variation in the cafeteria menu 2.97 1.01 

 Prices of cafeteria menu  3.22 0.85 

 Cleanliness of cafeteria 3.20 0.89 

Shop 

 Hospitality & responsiveness  serving students by shop officer 3.56 0.76 

 Quality assurance of photocopying  3.19 0.90 

 Cleanliness and layout of shop 3.52 0.71 

 Availability of goods and stationary  3.46 0.73 

Library 

 Hospitality and responsiveness  of  library staff 3.63 0.73 

 On-going availability of librarian at work place 3.69 0.70 

 Atmosphere of the reading room  3.60 0.73 

 Collection of books, journals, and magazines  3.56 0.81 

IT 

Services 

 Hotspots Facility  3.15 1.05 

 Student information system  3.52 0.90 

 Accessibility of campus website  3.45 0.93 

Public 

Relations 

 Hospitality and responsiveness  of  public relations officers 3.53 0.74 

 On-going availability of public relations officers at work place 3.53 0.70 

 Tabloid periodic publication 3.43 0.80 
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Figure 1.  Radar Chart of Service Quality Mean Scores of University Work Units 

 

 Cluster Analysis. The descriptive analysis of service quality variables 

produced a mean score for each of the university work units.  These mean scores 

were used as input data for our cluster analysis. The input data matrix consisted 

of 1102 x 9, in which 1,102 was the sum of respondents and 9 was the sum of 

variables to be analyzed. The distance measurement used in the analysis was 

squared Euclidian distance, and the resulting clusters each represented a group 

having a close Euclidian distance, meaning a higher similarity of variables. Our 

cluster analysis procedure was based on the mean score of the nine work units. 

The cluster analysis used a non-hierarchies procedure to shape the clusters. In 

order to interpret the clusters resulting from our analysis, we determined the final 

mean cluster.  

 Table 4 describes the three clusters or groups formed, based on the 

participants' assessment scores of question items; namely, cluster "Average," 

representing 41% percent of the participants; cluster "High," representing 46% of 

the participants;  and cluster "Low," representing 14% of the participants. The 

largest cluster, therefore, is the cluster "High."  
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Table 4 

Final Cluster Centers 

 

Work Unit 

Cluster 

“Average” 

(41 %) 

Cluster 

 “High” 

(46 %) 

Cluster 

“Low” 

(14%) 

Academic  Affairs 3.13 3.76 2.54 

Financial Affairs 3.07 3.82 2.17 

Student Affairs 3.28 3.89 2.63 

General Affairs 3.44 4.02 2.87 

Cafeteria 2.93 3.65 2.39 

Shop 3.21 3.87 2.66 

Library 3.46 4.00 2.82 

IT Services 3.11 3.93 2.30 

Public Relations 3.24 3.97 2.67 

 

 Figure 2 depicts the characteristics of each cluster. The cluster "High" is 

depicted by the top line in the graph; the cluster “Average” by the middle line, 

and the cluster “Low” by the bottom line. It can be seen that the general pattern 

of three clusters is similar. Cluster “High” has a cluster center with the highest in 

General Affairs (4.02), and the lowest in the Cafeteria (3.65). Cluster “Average” 

has the highest cluster center in the Library (4.46), and lowest in the Cafeteria 

(2.93). Cluster "Low" has the highest cluster center in General Affairs (2.87), and 

the lowest in Financial Services (2.17).  

 Although the three clusters have a similar pattern, fluctuations in the cluster 

“Low” are higher.  A variant of the cluster center of cluster “High” is 0.01, of the 

cluster “Average” is 0.03, and of the cluster “Low” is 0.05. Correlation between 

the cluster "Average" and the other groups is 0.866 (p <0.01) for the cluster 

"High" and 0.852 (p <0.01) for the cluster "Low." The correlation of the cluster 

"High" and the cluster "Low" is 0603 (p <0.10). 
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Figure 2.  Characteristics of the Clusters 

 

 Table 5 presents the characteristics of each cluster with regard to gender, 

study program, and generation. Regarding gender, there was a similar trend 

between the cluster “Average” and the cluster “High,” in which the member 

proportion of the two clusters was similar. In both clusters, the proportion of 

females (24.9% and 28.7%, respectively) was larger than the proportion of males 

(15.8% and 17.0%, respectively). In contrast, in the cluster “Low,” the proportion 

of females (6.6%) was less than the proportion of males (7.1%). With regard to 

study program, “diploma in management” and “bachelor in management” have 

more members in the cluster “Average” (2.5% and 20.2%, respectively), whereas 

“diploma in accounting” and “bachelor in accounting” have more members in  

the cluster “High” (26.4% and 1.7%, respectively). With regard to generation, 

most of the student generations of 2007 and 2008 were members of the cluster 

“High” (0.04% and 10.7%, respectively), whereas the student generations of 

2002-2005 and 2006 were mostly members of the cluster “Average” (14.9% and 

19.4%, respectively). 
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Table 5 

Characteristics of the Three Clusters (% of Total) 

 

Aspect Sub-Aspect 
Cluster 

Total 

Average High Low 

Gender 
Male 15.8 17.0 7.1 39.8  

Female 24.9 28.7 6.6 60.2 

Study Program 

Diploma in Management 2.5 2.0 0.5 5.0 

Bachelor in Management 20.2 15.5 7.4 43.2 

Bachelor in Accounting 16.7 26.4 5.7 48.8 

Diploma in Accounting 1.2 1.7 0.1 3.0 

Student Generation 

2002-2005 0.04 0.03 0.02 0.10 

2006 10.7 8.0 3.2 21.9 

2007 12.9 14.9 4.4 32.2 

2008 12.8 19.4 3.7 35.9 

 

 

4.2.  Discussion of Findings 

 Our data analysis in this study produced several findings with regard to 

implementation of e-surveys and service quality. 

 

 IMPLEMENTATION OF E-SURVEYS 

 First, we found that implementation of an e-survey could be done more 

efficiently and quickly than a traditional paper-based manual survey, and 

could easily reach almost the entire intended population. This finding is 

particularly applicable with regard to students in college, who are already 

computer savvy. An e-survey eliminates the need for manual labor in 

distributing the questionnaires and collecting and entering the data.  With an 

e-survey, as the respondents complete the questionnaire, the data is entered 

simultaneously, thus reducing errors in subsequent entry of the data by 

others. An e-survey speeds up the process because it is real-time and 

eliminates certain steps necessary in the traditional survey. The 

effectiveness of the two approaches can be tested by comparing the results 

of the first survey and the next. 

 Second, we found that an e-survey opens the possibility that invalid 

data may be entered by respondents, which can cause errors in e-survey 

results. Our experience in this study reveals that, although respondents 



 Sutarso and Suharmadi                                                                                                  127 
 

Volume 6, Number 1, June 2011 

 

provided answers to questions, sometimes their answers were uncertain. 

This is evident by the fact that answers with variant 0 amounted of 14%, 

meaning that the respondents gave the same answer to all the questions. This 

can happen when participants do not read the question carefully or do not 

want to respond to the question, and therefore fill in the answer blindly.  Our 

analysis revealed that those who have been a student for the longest time 

were less interested in the study. To address this issue, the researcher must 

develop special techniques to deal with the seriousness and willingness of 

participants to answer all questions sincerely, thus improving the response 

rate. 

 Third, we found that most of the unanswered questions in the e-survey 

occurred at the end of the questionnaire. The closer to the end of the 

questionnaire that the question occurred, the less likely it was that 

participants would answer the question.  From this, we can see that the 

number of questions is a factor in determining the response rate of 

participants. When the survey is overly long, respondents may be willing to 

answer the first questions readily, but as they proceed, burnout occurs, 

which reduces their intention to answer subsequent questions.  Although the 

unanswered questions in our study amounted to less than 1%, we still 

conclude that those using an e-survey should consider the number of 

questions and try to determine how many questions participants would be 

willing to answer voluntarily. To persuade participants to answer all the 

questions completely, the digital technique can be used, wherein the next 

process can be done unless all the previous steps were completed. 

 

SERVICE QUALITY 

 First, through service quality measurement, we found that the highest 

scores among the nine university work units were obtained by General 

Affairs and the Library. With regard to General Affairs, students expressed 

appreciation for comfortable rooms and learning facilities, laboratory 

equipment maintenance, the responsiveness and courtesy of security 

officers, hospitality, courtesy of parking attendants, cleanliness and tidiness 

services by office boys, campus security, cleanliness of the toilets, and 

maintenance of information boards.  With regard to the Library, they 

expressed appreciation for the hospitality and responsiveness of Library 

staff, the on-going availability of the librarian at the work place, the 

atmosphere of the reading room, and the Library’s collection.  
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The lowest scores were obtained by the Cafeteria and Financial 

Affairs.  Regarding the Cafeteria, students gave low scores on variation in 

the Cafeteria menu, cleanliness, and menu prices.  Regarding Financial 

Affairs, they gave low scores on the hospitality and responsiveness of staff 

and the on-going availability of financial staff at the work place. Some 

concerns were also expressed regarding Academic Affairs, particularly with 

regard to services for programming a study plan from academic staff, 

services for permission not to attend a lecture, and the hospitality and 

responsiveness of Academic Affairs staff.  

The overall service quality score for all units was rated “fair,” which is 

an indication perhaps that education services are difficult to compare, 

particularly since few students are able to study at two universities, which 

would allow them to compare the service quality of the two.  Their main 

basis for comparison, therefore, is their own expectations, which are likely 

to be high since they are young. Our results show that the dimensions of 

service performance by staff and physical facilities are important for 

universities.  

 Second, we determined the distribution of students into clusters, based 

on their assessment of the quality of services quality provided by the 

university. The group with the highest perception of university services 

among the population was called cluster “High”; the group with an average 

perception was called cluster “Average”; and the group with the lowest 

perception was called cluster “Low.” We found that 46% of the respondents 

were in cluster “High,” and that 14% were in cluster “Low.”  Scores that are 

mostly on less than four levels need to be confirmed to determine whether 

they were due to the fact that student expectation was too high or whether 

service quality was perceived on the level. 

 Third, the similarity of perception trend on each working unit between 

clusters indicates that the grouping pattern is quite accepted in grouping 

students in terms of service quality perceptions. It also provides verification 

of the score, where the correlation between the three groups is strong, except 

the correlation between the "high" with the "low". The perception given by 

the students on each working unit was validated. Thus, this grouping pattern 

can be used as a basis for providing services to students, so that it can 

identify what student groups are and what their need are. It is needed in this 

context, the way of thinking of customer, which the different customers 
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have different needs, and appropriate services could be provided in 

accordance with students or customers characteristics. 

 Fourth, based on some aspects, the characteristic differences of each 

cluster gave a different description. From the aspect of gender, there was 

almost no difference in distribution patterns between male and female, but 

from the aspect of study program, there were meaningful differences. 

Students from the management department constituted a large proportion of 

the cluster "Average," whereas students from the accounting department 

were a large proportion of the cluster "High." This indicates that students in 

the accounting department were more satisfied than those in the 

management department, especially those in the bachelor degree category. 

This finding indicates the need to evaluate the services of the management 

department, to improve its service quality, and to better communicate 

information about its service quality.  

 

5.  CONCLUSIONS, LIMITATIONS, AND IMPLICATIONS 

 This section presents our conclusions and discusses the limitations and 

implications of our study. 

 

5.1.  Conclusions 

 In this study, we found that the implementation of electronic surveys (e-

surveys) can be conducted more efficiently and quickly than traditional paper-

based manual surveys and that e-surveys conducted in real-time can readily reach 

almost the entire intended population, without the need for many of the activities 

associated with manual surveys. Although they are fast, efficient, and effective, 

e-surveys introduce the possibility that respondents may enter invalid answers to 

questions, thus causing errors in the results of the survey. We found that 99.01% 

of the 45 questions in our survey were answered.  Among the 0.99% that were 

not answered, most occurred at the end of the questionnaire. This finding 

suggests that researchers should carefully consider the optimum number of 

questions for adequate coverage and for the convenience of respondents.  

 With regard to service quality, we found that the highest scores among the 

nine university work units were obtained for General Affairs and for the Library 

and that the lowest scores were obtained for the Cafeteria and Financial Affairs. 

Based on the respondents’ perception of the quality of services provided by the 

work units, we developed four clusters or groups. The group with the highest 

perception of service quality was called cluster “High”; the group with an 
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average perception was called cluster “Average”; and the group with the lowest 

perception was called cluster “Low.” The similarity of trends in perceptions 

scores between clusters indicates that grouping with a level pattern is quite 

appropriate in terms of service quality perception.  This finding can also be 

verified by a strong correlation among the three clusters, except for the 

correlation between the cluster "High" and  the cluster "Low." Similarly, the 

characteristic differences based on several aspects of the groups provide different 

descriptions and implications for university managers.  

 

5.3.  Limitations 

 There are some limitations in our research, primarily in the methodology. 

First, the instrument in this electronic survey did not provide early detection and 

prevention mechanisms to identify respondents who responded incorrectly. The 

main incorrect response was from respondents who provided the same answer for 

all the questions so that the result of the variants was close to 0. Second, with 

regard to service quality items used in this study, more consideration should have 

been given to management needs and applications, which would have limited the 

breadth of scope of service quality items in the study. 

 

5.3.  Implications 

 Several managerial implications can be identified in regard to our survey 

process and results. 

1. It can be suggested that participant behavior is an important 

consideration in developing an e-survey. In other words, it is critical to 

consider whether the intended participants are interested and willing to 

answer the questions provided and whether the survey makes it easy for 

them to do so.  

2. Verification of survey results pertaining to service quality will require a 

periodical repetition of the survey in order to obtain a more valid 

description of respondents’ perceptions.  

3. The adoption of an e-survey model for other universities can be done 

since student behavior is more easily controlled than the behavior of 

other types of customers. Census data collection is also more feasible and 

more easily applied. 

  

 With regard to improving service quality at the university included in this 

study, several things can be done. 
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1. Although the Cafeteria is a support service at the university level, there is 

a need to improve its hospitality and responsiveness, variation in menu, 

food prices, and cleanliness.  Menu variation is the aspect most in need 

of improvement. It is equally important to enhance the service quality of 

both Academic Affairs and Financial Affairs with regard to hospitality, 

availability, trusteeship, and responsiveness.  

 

2. Both General Affairs and the Library need to enhance hospitality and 

responsiveness, availability, atmosphere, cleanliness, and availability. 

The two units might consider sharing information on ways to better 

manage service quality to meet the needs of students. Such a cooperative 

effort would not only improve the service quality of other work units, but 

also enhance the service quality of the university as a whole. 
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