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Abstract
The main purpose of this research is to determine the current situation of the five SERVQUAL
dimensions of service quality instrumentation: tangibles, reliability, responsiveness, assurance,
and empathy. These dimensions are used shed light on the most meaningful service features.
This study has used a service quality model from an undergraduate student’s point of view. It
aimed to explore and evaluate current service attitude and quality at the college. A mixed
methodology was conducted on human science program students at Sariputta College in 2019.
The students were selected through printed questionnaires using the purposive sampling method.
The students’ attitude towards educational service quality was measured through a questionnaire
that was designed according to service quality instrumentation based on the five dimensions. The
quantitative data was analyzed by SPSS software through the Alpha Test, Descriptive Statistics,
Multiple Linear Regression and one-way ANOVA and also by qualitative analysis. The results
revealed the lowest recorded service quality gaps belonged to the tangible (-.042) and the highest
belonged to the empathy (.007) dimensions respectively. Moreover, a significant number of
students felt that Sariputta College does not have an up-to-date curriculum and the highest
number felt that the staff of Sariputta College are friendly towards them. Another factor that
emerged concerned the facilities and equipment which need to be upgraded in order to reduce the
undergraduate students’ negative attitude towards higher education at the college. Thus, it is
recommended that services are provided based on students’ needs and suggestions.
Keywords: Quality Management/ Higher Education/ Private Nonprofit College/ five
SERVQUAL dimensions of service quality / SWOTAR Analysis, Multiple Liner Regression and
one-way ANOVA, Myanmar and China border economic cooperation core zones.
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Introduction
Service quality was first developed as an economic factor in the early 1980s; the service
quality is a relationship between effects and progress in which effects are achieved. Hence, the
origin of development in education is a service quality of management and is considered as a
systematic requirement for management change in education (Frasier, l997) as the commercial
organizations confront unceasingly demand to satisfy clients. Similarly, educational institutions
also need to consider their students by offering superior service quality at their school
(Srikanthan and Dalrymple, 2007). Thus, to become a successful educational institution, the
schools need to remember their unremitting efforts to protect school service quality. (Kwek, Lau,
and Tan, 2010); Chong & Ahmed, 2012).
In this research, the service quality for education mainly applied the SERVQUAL model,
which was developed by Parasuraman, Zeithaml, & Berry (1985), as the judgment of customer’s
approach to the service. Zeithaml, Berry & Parasuraman (1996;2003) mentioned that service
quality is a focused evaluation that reflects the customer's perception of specific measurement of
service namely tangibles, assurance, empathy, reliability and responsiveness. Based on the
assessment of service quality provided to the customers, business operators can identify issues
quickly, improve their service, and better assess client expectation. On the other hand, (Kotler,
1996); and Ramaswamy (1996, p. 3) thought-about service as "the business transactions that
ensue between a service provider and receiver (customer) to supply an effect that satisfies the
client." Outlined service as "deeds, performances, and processes" Zeithaml and Bitner (1996, p
.5) developed that service quality is one of the managements that has the potential of developing.
The Service of education that uses service action to enhance success to measure customers'
satisfaction in evident appearance. The service management to reduce un-satisfy at least possible.
Education institute from nursery school level to university is one of essential service for
institution. However, different scholars have explicit that service quality has been mixed as
having strong positive relationships.
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ASEAN (Association of Southeast Asia Nations) Context
From the global context let us Myanmar our scope to our region (south east Asia) to be
able to evaluate the position of Myanmar realistically. Higher education in plays a vital role in
supporting the continued economic integration of Association of Southeast Asian Nations.
Collaboration among member’s countries aims at making a scientific mechanism to
support the mixing of universities across Asia.
These initiatives conjointly pave the method for more collaboration and integration
between universities within the region, enhancing the general reputation and repair quality
of Asian universities. For instance, Asean was established to strengthen the present network
of

cooperation

among

leading

universities

in Asia

by

promoting

cooperation

and commonality among Asean students and lecturers.
This network is especially recognized as an important mechanism for providing
quality service in educational activity in regional countries. Individual Asean governments
have hyperbolic public investment in universities to support the Asean educational
activity space.
Therefore, the region's burgeoning information economy. Measures are established to
strengthen the performance of Asean universities across a large variety of indicators for
services like teaching, learning, research, enterprise, and innovation. At the instant,
Singapore is the solely Asean country whose universities are operational at the forefront of
ASEAN educational activity and providing the simplest service quality to students. (AUN
report, 2018).
Additionally, the member of Asean countries also established the Southeast Asian
Ministers of Education Organization (SEAMEO), that could be a regional intergovernmental
organization established in 1965 among governments of Southeast Asian countries, to
push regional cooperation in education, science, and culture within the region. Under the
rule of SEAMEO, instructional establishments and ministers are attempting to

nurture

human capacities, peoples' fullest potential and to create lives higher in quality and equity in
education, preventive health education, culture and tradition, info and communication
technology, economic condition alleviation, agriculture and natural resources.
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Every

member of the ASEAN countries is operating collaboratively to supply extremely qualified
graduate who will contribute to proper development and increase fight throughout the planet
(SEAMEO, 2019).
According to SEAMEO, quality in education cannot be seen from the output or
student learning accomplishment solely, however from different elements still.
Dakar's Framework of Action explains the fundamental dimensions that are needed
for the event of quality education. The main target is not solely on teaching learning and
also the schoolroom. Sensible quality education requires:
-Healthy, nourished and motivated students,
- Well motivated and professionally competent teacher,
- Active learning techniques,
- A relevant information,
- Adequate, environmentally friendly and simply accessible facilities,
- Healthy, safe and protecting learning environments,
- a transparent definition and correct assessment of learning outcomes, together
with information, skills, attitude, and values,
- democratic governance and management, and
- Respect for and engagement with native communities and cultures. (WEFDC 2019).

Budget Allocation of ASEAN Countries’ on Education
Financial support is one of the main factors for contributing to the improvement of
quality education. The Asean countries are working collaboratively to improve the quality of
education in the region so that the citizens of Asean are ready for Economic Community, and
they are full of capacities to face the challenges. The following table shows the governments of
Aasen’s expenditure on development of education quality in their respective countries.
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Table 1
Government Expenditure on Development of Educational Quality, total (% of Government
Expenditure)

Source: UNESCO Institute of Statistics (2019), Human Capital Outlook: ASEAN 2016 & World
Economic Forum
Myanmar Educational institutions
In the above table Myanmar's allocation of education expenditure in time of total
expenditure is the second lowest among the countries. The Ministry of Education run the
education system in Myanmar known as the Republic of the Union of Myanmar. The department
of Basic Education covers the primary and secondary education, and higher educational
programs such as universities and professional institutes are operated by two entities- the
Department of Higher Education 1 and 2 which are located in Yangon, for the lower past of
Myanmar and Mandalay, for the upper past, respectively. Since the British occupation lasted
nearly a century, the education system itself based on the UK system. Completion of basic
education is obligatory for civil servants by the state. (MMOE 2012a)
6

Despite the efforts to provide higher quality education has long been implemented, the
state education system has faced a downturn due to the scarcity of the resources and
capacities. Opportunities for uplifting educational standard initiated along with the country
political reform allowing Non-government Organization (NGO), International Non-government
Organization (INGO) and the Ministry of Education to collaborate each other. For example, in
2012-2016, (UNESCO) conjointly printed the Quality Basic Education Program (QBEP) to
support Republic of the Union of Myanmar of Ministry of Education in developing access to and
quality of primary-level education for all kids. Besides, the National Education Strategic Plan
(NESP) had been developed in 2012 with the aims of providing a nationwide comprehensive
educational development (MOE, 2016a).
In Myanmar, private higher educational institutions have appeased and grow up both in
States and divisions. These college are run by Nonprofit organization.
Background of the Sariputta College
One of the religious colleges is the Sariputta College which is the subject of this paper.
Sariputta was founded by Venerable Visuddha, in April 2013. It's a non-profit higher education
institution located in the center of Muse township, northern Shan State, Union of Myanmar.
Muse town is developed by Shan Nationals and Shan Chinses, majority of them being a Buddhist
and Christion. it is a busy border economic cooperation core zones with China.
From 1967 to 2012, the Sariputta college initially started running as a monastic education
housing over 100 of young novice monks who traveled from all parts of Shan State in pursuit of
education. The college later upgraded to the status of school under close consultation with Ven.
Dr. Khammai Dhammasami, head of Oxford Buddha-vihara, lecture of Oxford University UK.
The title of "Sariputta College" was additionally given by him to honor the works of Ven.
Sariputta, one among the great disciples of Buddha throughout His life. Ven. Sariputta was
highly appreciated by Buddha Himself because of the wisest amongst his disciples.
In May 2013, the college started admitting its first batch of students by providing a two
years’ diploma program in Buddhist Studies for students who completed advanced level from the
Sangha school running within the temple, and began admitting outside students who succeed
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higher monastic qualifications and “O” level from state-run education faculties attentiongrabbing in the program. However, in 2015, Sariputta, started providing Bachelor of Arts 4-year
program in Human Science Studies. (Mahapanya 2017)

In this study, the researcher employs SWOTAR Strengths, Weakness, Opportunities
Threats, Aspirations, and Results analyses as the tools to initially explain the current situation of
the organization. The analyses are drawn from the initial discussion with a group of
management, document reviews, and participant observation. The SWOTAR analyses of service
quality at Sariputta College is shown as Table 3, below:
Table 2: SWOTAR Analysis of Service Quality
1) Strengths
2) Weaknesses
● A solid team of staff who are willing to
● Lack of capacity development training
learn
on providing quality service
● Good collaboration among stakeholders
● Limited communication between staff
and students
● Highly accredited by the Buddhist
community from both local and abroad
● Limited budget
● Privately run college
● Very few staff members
● Highly motivated students from
● Need to improve channels to connect
different religious backgrounds
with students
● Lack of qualified local resources

3) Opportunities
4) Threats
● Reflect and improve the provision of
● Financially not supported by Myanmar
service quality
Government
● Upgrade as a university in the future
● Highly rely on donor
● More and more students are joining the
● Highly depend on visiting professors
college
from abroad
● Located at China and Myanmar border
5) Aspirations
6) Results
● To improve the provision of quality
● Staff will become qualified ones who
service by all staff and tutors
are fully aware of how to provide the
best service quality.
● To improve a better relationship
between students and staff
● The number of qualified local staff will
increase
● To improve college image
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SWOTAR Analysis of Service Quality
1) Strengths
Sariputta College has a solid team of staff who are motivated and willing to improve their
capacity. In this case, the researcher believes that they are ready to provide a better quality of
service and serve to their best to all students particularly. It also has a strong collaborative team
of senior officers who has a strong connection with stakeholders (donor) from local and abroad.
Some stakeholders (donor) are from UK, Australia, and the USA, and they are willing to help to
improve the quality of service upon request. Sariputta College is a private college run by a
Buddhist community in Muse township, Myanmar. As a private college, they have the autonomy
to decide their curriculum, instructional strategies, assessments, admission policy, and program
design. The college asked a very little amount of tuition fee from students, and it also receives
donation money from donors. This college is highly accredited and supported by the Buddhist
community, venerable abbots and monks from not only Myanmar but also from China. The
graduates from the college can find a decent job after school, and they can also continue further
studies in China and other places. The population of students is comprised of monks, nuns, and
layman from a different religious background. The school environment is diverse in terms of
ethnicities, religions, and social background. This creates an opportunity for students to learn
from each other, to understand multi-culture, to respect, and to live in harmony. Most of the
students are vulnerable individuals with less opportunity to study quality education, but they are
very highly motivated to pursue education and attentive to their lessons.
2) Weaknesses
Most of the staff do not receive capacity development training. The communication with
students is very straight forward and it was reported that students sometimes are not satisfied
with the service they received from the staff. It is also revealed that staff takes a long time to
finish the tasks, such as the admission process, logistics, general administration, and financing.
The college also has a very limited budget for their staff to improve their exposure and capacity.
In addition to that, the college has a very few working staff who are sometimes stressed with
burdens of work. Looking at the physical environment, the college is equipped with facilities to
provide a better learning atmosphere for students. However, there are things needed to do to
improve the infrastructure to be up to date. For example, the books in the library are old, and the
furniture is also not convenient. There is no study room in the library for students to do group
works or pair work. The tables, chairs and teaching materials in the classrooms are not modified
for a long time, and it needs renovations
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3) Opportunities
After this research is carried out, Sariputta College will have opportunities to reflect their
current provision of service to students, and they will be able to improve their service quality
based on the recommendations obtained from the analysis of research findings. As there is no
institution which provides higher education in Muse, Sariputta College is the only choice for
local youth. During the past years, the numbers of student who enrolled at the college have
increased a lot, and it has become a popular destination for young people to sharpen their
academic knowledge and skills. In the future, the college has the vision to upgrade itself to the
university, which can provide better quality education for monks, nuns, and all laymen. It is also
located at a strategic place, which is at China and Myanmar border. It can be an educational
institution which will give services to those scholars and students from Myanmar and China. The
cooperation between this college and Chinese universities will benefit many young people in the
region.
4) Threats
As Sariputta College is a privately-owned institution, the government do not support any
financial means for the school, and they do not interfere in the admission process, management
process, teaching, and assessment. Most of the funds are from students, private donors, and the
Buddhist community in the region. The college is also relying highly on visiting professors from
abroad as it has very limited local professors. Most of the local professors had little exposures
about teaching, and some of them are receiving training in another country. As one of the
challenges, the colleges are in lack of qualified local resources who can lead and manage the
whole school to reach its strategic goals.
5) Aspirations
During the intervention period, the researcher would like to improve the service quality
of all staff and tutors because they are the ones who are providing general services to the
students. If they know about their roles and responsibilities very well, the service quality also
will improve. Also, this intervention will help to improve a better relationship between students
and staff. It is expected that the staff will build a friendly, timely, and responsive relationship
with all the stakeholders, including students. Finally, the interview would help to create the
image of college to be better and more reputable in giving services. During the intervention, the
researcher will conduct workshops and training for staff to improve their service quality in terms
of reliability, responsiveness, assurance, empathy, and tangibles.
6) Results
The researcher is expecting the following results at the end of this action research. Firstly,
the staff will become qualified, and they are fully aware of how to provide the best service
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quality. Secondly, there will be an increasing number of qualified local staff who know very well
about building a good relationship with students.
The research problem
The Sariputta College is situated remote place of the country that is have not yet
developed satisfactorily. The Sariputta College's service quality is not yet satisfactorily as seen
by SWOTAR.
Research Questions
1. What is the current situation of service quality in terms of reliability, responsiveness,
assurance, empathy, and tangibles at Sariputta College?
2. What are the factors influencing on the service quality of Sariputta College?
2. What is the appropriate OD intervention that can improve the service quality in terms
of assurance, empathy, reliability, responsiveness, and tangibles at Sariputta College?

Definitions of variables Terms Used in the Research
Service Quality: SERVQUAL Service quality, Namely, tangibles, reliability,
responsiveness, assurance and empathy which defined to the provision of high-quality
products by an organization backed a high level of service for consumers. Service
quality: can be defined as organization regularly evaluate the service quality support to
their customers in order to improve their service, to quickly describe issues, and to better
performance and meaningful service for client. Zeithaml, Berry & Parasuraman (2003).
Assurance: refers to the skill, courtesy of staffs and ability to convey trust and
confidence with students. Zeithaml, Parasuraman, and Malhotra (2003).
Empathy: refers to the provision of caring, individualized attention provided to students.
Ziethaml et al., (2003)
Reliability: refers to the ability to perform the promised service dependably and
accurately. Ziethaml et al., (2003)
Responsiveness: is defined to the willingness to help students and to provide prompt
service towards the service provider. Ziethaml et al., (2003)
Tangibles: refers to the appearance of physical facilities, equipment, personnel, and
communication materials. Ziethaml et al., (2003)

Conceptual Framework
Theory foundation of this research: According to Mbise and Tuninga (2012) in their
Service Quality SERVQUAL model, they have developed six dimensions showing significance
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to the measure of service quality, particularly (a) tangibles, (b) reliability, (c) responsiveness, (d)
assurance (e) empathy and (f) process outcome. The purpose of this research, an increased
approach to exploit Service Quality SERVQUAL is adopted for educational activity service
quality, to assign scarce resources properly to create effective investment selections and to
enhance quality in higher education. Mbise and Tuninga, developed, and valid SERVQUAL
instrument to quantify service quality delivered to students at Business school. At the same time,
the researcher used the methodology a longitudinal survey is conducted with handily elect
students in their final year of study from two business colleges in an emerging economic system.
The research is investigated on the SERVQUAL model procedures for developing a reliable and
valid multi-item instrument are determined. Pre-testing of the instrument has been conducted
before it is administered to the sampled population. In this study, the researcher found that the
students' gap scores on observed educational services from an emerging economy are bestowed.
Figure 1 Modified Research Conceptual Framework based on theoretical Framework

Research Methodology
The researcher administered with a mixed method of qualitative and quantitative data
collection methodologies for this research study. The adapted version of SERVQUAL service
quality, modified by Mbise and Tuninga (2012), was administered to determine overall service
quality at Sariputta College. For a qualitative approach, the researcher developed three open
questions in which students wear asked to tell about their perception toward service quality at
Sariputta College. The quantitative questionnaires were distributed to all the students who were
studying at Sariputta College during the academic year of 2019. Therefore, the researcher
collects the data from 80 students. On the other hand, six of the students were randomly selected
to answer qualitative questions. Following the data collection process, the statistical analysis was
conducted, and hypotheses were tested by SPSS analyzed multiple linear regression, and one12

way ANOVAa.
The researcher used observation, quantitative questionnaires, and qualitative questions to
determine students' perception of service quality at Sariputta College. In the quantitative research
instrument, two parts were comprised, (1) demographic profile of the students to provide their
gender, age, and education year level, and (2) dimensions of Service Quality: For the service
quality in terms of responsiveness, assurance, tangibles, reliability, and empathy, students were
asked to express their perception with 5 Point Likert Scale as below: Strongly disagree, disagree,
neutral, agree and strongly agree.
Reliability Test by using Cronbach’s Alpha Results
A number of researchers had used SERVQUAL to determine service quality in terms of
tangibles, reliability, responsiveness, assurance and empathy in their respective studies. For
example, Khodaparasti & Gharebagh (2015) and Leonnard (2018) used this quantitative
questionnaire for their research studies and the following tables presents the values of Cronbach
Alpha shows the internal consistency of each items. In this pretest, there are six variables to test
the reliability of the questions, which are service quality, tangible, reliability, responsiveness,
assurance, and empathy for this study. The resulting level of the alpha test of each variable is
shown in the table:
Table 3: The Result of Service Quality SERVQUAL Reliability Analysis
Variable
Dependent
Variable

Alpha test (α)
Service quality

Independent
Variables
Scales
Tangibles
Reliability
Responsiveness
Assurance
Empathy

0.776

Khodaparasti & Leonnard
Gharebagh (2015) (2018)
0.77
0.77
0.82
0.82
0.81
0.81
0.75
0.75
0.73
0.73

This study
0.798
0.725
0.725
0.782
0.798

Table 3 describes the result of Cronbach's alpha of each variable. All the value for the
variables is greater than 0.60 in which service quality (0.776), tangible (0.798), reliability
(0.725), responsiveness (0.725), assurance (0.782), and empathy (0.798). Consequently, they are
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reliable for the study. It is mean that all respondents can understand to answer all questions. That
is why the researcher applied those questions in the survey questionnaire for the research.
The Result of Hypotheses Testing
Hypothesis 1a-1e: Analysis of the influence of the tangibles, reliability, responsiveness,
assurance, and empathy on service quality.
H1ao: Tangibles have no significant influence on service quality.
H1aa: Tangibles have a significant influence on service quality.
H1bo: Reliability has no significant influence on service quality.
H1b a: Reliability has a significant influence on service quality.
H1co: Responsiveness has no significant influence on service quality.
H1ca: Responsiveness has a significant influence on service quality.
H1do; Assurance have no significant influence on service quality.
H1da: Assurance has a significant influence on service quality.
H1eo: Empathy has no significant influence on service quality.
H1ea: Empathy has a significant influence on service quality.
Table 4: Multiple Linear Regression Model Summary of Hypotheses 1
Model Summary
Mod
R
Adjusted R Std. Error
el
R
Square
Square
Estimate
1
.825a
.681
.660
.24211
a. Predictors: (Constant), EMP, ASSU, REP, RELI, TGL

of

the

Based on Table 4 the researcher found that the Correlation Coefficient (R) is 0.825. This
result shows that the tangibles, reliability, responsiveness, assurance, and empathy have a strong
relationship on service quality. Also, (R 2) square is to 0.681, which can be interpreted that it
affects service quality to enhance by 68% when the tangibles, reliability, responsiveness,
assurance, and empathy enhance.
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Table 5: ANOVA Table for Regression Model of Hypothesis 1
ANOVAa
Sum
of
Mean
Model
Squares
df
Square
1
Regression
9.268
5
1.854
Residual
4.338
74
.059
Total
13.605
79
a. Dependent Variable: SQ
b. Predictors: (Constant), EMP, ASSU, REP, RELI, TGL

F
31.623

Sig.
0.000b

Based on Table 5 the resulting outcome showed that the significant level is equal to
0.000, which is less than 0.05 (.000<.05). The null hypothesis is rejected, and at least one
independent variable has an influence on service quality at significant — a level of 0.05.
Therefore, a model of regression is statistically significant.
Table 6: Summary of Coefficient for Regression Model of Hypothesis 1
Coefficients
Unstandardized
Standardized
Coefficients
Coefficients
Model
B
Std. Error
Beta
t
Sig.
1 (Constant)
.482
.364
1.325
.189
Tangibles
-.036
.405
-.042
-.090
.069
Reliability
.136
.038
.170
.572
.009
Responsiveness
.583
.096
.627
6.079
.000
Assurance
.037
.040
.061
.908
.007
Empathy
.417
.076
.430
1.512
.005
a. Dependent Variable: SQ
Based on Table 6, the regression results described that the significance level of the
service quality in term of reliability, responsiveness, assurance, and empathy is less than 0.05.
This means that these independent variables have a significant influence on service quality.
Moreover, the beta of standardized coefficients shows Responsiveness at 0.627. Empathy at
0.430, and reliability at 0.170, respectively. In contrary, the tangible shows the significance level
of 0.069 and the beta of the standardized coefficients at -0.90. Therefore, the variables got the
result of signification level more than 0.05 could be referred that it has no significant influence
on the service quality.
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Hypothesis 2: Analysis of the influence of the Age on service quality.
H2o: There are no significant differences among the respondent when classified by age
H2a: There is significantly different among the respondent when classified by age
Table 7: One-Way ANOVA Results of Analysis on Hypothesis H2
ANOVA
SQ

Between
Groups
Within Groups
Total

Sum of
Squares

df

Mean
Square

F

Sig.

.236

3

.079

.446

.721

13.370
13.605

76
79

.176

According to the table 7 the consequences could be interpreted that there is no significant
difference between age level and service quality because of its significant level at 0.721 which
was more than the significant level at 0.05. So, the result shown the hypothesis H2o: “There is no
significant difference between age level and service quality” was failed to reject.
Hypothesis: Analysis of the Educational year Level on service quality
H3o: There is no significant different among the respondent when classified by education level.
H3a: There is significant different among the respondent when classified by age education level.
Table 8: One-Way ANOVA Results of Analysis on Hypothesis H3
ANOVA
SQ

Between
Groups
Within Groups
Total

Sum of
Squares

df

Mean
Square

F

Sig.

.553

3

.184

1.073

.365

13.052
13.605

76
79

.172

According to the table 8 the consequences could be interpreted that there is no significant
difference between education level and service quality because of its significant level at 0.365
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which was more than the significant level at 0.05. So, the result shown the hypothesis H3o:
“There is no significant difference between education level and service quality” was failed to
reject.

Table 9: Summary of Hypotheses Testing
Hypotheses
H1ao:
H1aa:
H1bo:
H1b a:
H1co:
H1ca:
H1do;
H1da:
H1eo:
H1ea:
H2o

H2a

H3o

Standardized Coefficients (Beta)

Statistical
method
Tangibles have no significant Multiple
influence on service quality.
Liner
Tangibles
have
significant Regression
influence on service quality.
Reliability have no significant Multiple
influence on service quality.
Liner
Reliability
have
significant Regression
influence on service quality.
Responsiveness have no significant Multiple
influence on service quality.
Liner
Responsiveness have significant Regression
influence on service quality.
Assurance have no significant Multiple
influence on service quality.
Liner
Assurance
have
significant Regression
influence on service quality.
Empathy have no significant Multiple
influence on service quality.
Liner
Empathy have significant influence Regression
on service quality.
There is no significant different One-way
among the respondent when ANOVA
classified by age
There is significant different
among the respondent when
classified by age
There is significant no different One-way
among the respondent when ANOVA
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Level
of Sig
.069

.009

Results
Failed
to
reject
H1a0
Reject:
H1b0

.000

Reject:
H1c0

.007

Reject:
H1d0

.005

Reject:
H1e0

.721

Failed
to
reject
H20

.365

Failed
to

H3a

classified by education level
There is significant different
among the respondent when
classified by age education level

reject
H20

Summary of Finding
The researcher distributed a structured questionnaire contained 22 questions to 80
respondents from undergraduate students at Sariputta Collage. Those questions designed into
five independent variables, namely tangibles, reliability, responsiveness, assurance, and
empathy. The researcher analyzed the highest and lowest means of the intended variables which
are shown in the Table 10 and 11
Table 10 Summary of the Highest Means Value of Variables
Variable
Measure
Assurance

A4: Lecturers of Sariputta College have academic credentials.

Mean
value
4.44

Tangible

T1: Sariputta College has an up-to-date curriculum.

4.27

Empathy

E1: Staff of Sariputta College has students’ best interest at 4.27
heart.
RL1: Sariputta College provide feedback on students' progress. 4.21

Reliability
Service quality

SQ2: When Sariputta College commits to providing a service 4.20
at the scheduled time, it does so.
Responsiveness RP2: The staff of Sariputta College is always available to 4.20
answer students' requests.
Table 11 Summary of the Lowest Means Value of Variables
Variable
Measure
Assurance
Service quality
Tangibles
Reliability
Responsiveness
Empathy

Mean
value
A2: The staff of Sariputta College are friendly toward students. 3.49
SQ 4: Staff are willing to give students individual attention.
4.04
T4: The layout of classrooms is appealing.
4.05
RL3: Sariputta College provides services at the scheduled time. 4.05
RP1: The staff of Sariputta College can solve problems when 4.16
they arise.
E3: The lecturers of Sariputta College are sympathetic to the 4.18
needs of students.
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Conclusions
This research is to explore the factors influencing event the current situation of service
quality in terms of reliability, responsiveness, assurance, empathy, and tangibles delivered to
undergraduate students at Sariputta college, Muse, Shan State, the Republic of the union of
Myanmar. Based on a quantitative approach, survey data were collected from 80 undergraduate
students at Sariputta college and qualitative methods collected data or answers questions from 2
groups. The researcher, an adapted SERVQUAL instrument, for data collection and applied to
the 5-element different independent variables and distributed structured questionnaire by
applying Five-point Likert scale. Additionally, the five hypotheses are analyzed by using the
SPSS Statistics software. Namely, descriptive statistics, Multiple Linear Regression, Cronbach's
Alpha Results, ANOVAa, and coefficients.
The findings indicate that each of the five elements of service quality dimension by
focusing on quantitative analysis showed that except tangible, reliability, responsiveness,
assurance and empathy beta coefficient was positive and significant (p < 0.005). The service
performance in standardized coefficients (Beta). Expressly, tangibles variable had the strongest
effect on overall service quality with the highest beta coefficient (= -0.42) and with the
significance level more than 0.05, referred that tangible has no significance. Assurance variable
has the lowest beta coefficient value (0.061). and significant (p < 0.007). The highest means
value of a variable is Lecturers of Sariputta College have academic credentials of (4.44 percent)
and the lowest means value of variables is the staff of Sariputta College being friendly toward
students (3.49 percent).
Also, the qualitative technique showed that tangibles, reliability, responsiveness,
assurance, and empathy are well-founded and can meaningfully perform. The primary stage of
educational institution forms their service quality attitude of college. However, exploration
results shows that in the current situation at Collage there are (1) less evaluation of the staff
performance, (2) need facilities, (3) needs to provide new curriculum for the 21 st century skills
and needs other for development books to improve their service performance living and stainable
development that requires amelioration of the Sariputta college.

Recommendation of the OD Intervention for the Future Collage Development
Based on the research results there are still have many internal service performances to
enhance to be consummated. Thus, the researcher recommended that to improve the lowest
service quality at the same time to keep the highest service for the future. By covering more
educations, it would fill the gap of service and make up for a deficiency to enhance their service
quality delivery of the higher education at Sariputta College.
The qualitative result of this research showed that students enjoy services like teaching
method, basic facilities and qualified teachers who graduated at the higher education level.
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However, they are least gratified with the services in the current condition. The empirical
findings necessitate the college improve to better educational system for Sariputta, Muse a part
of Myanmar educational system. The researcher recommends that Sariputta College should
provide and deliver services based on students' desires and suggestion such as:
a. Need for organizing conferences, workshop, seminar, debate session, and talk show,
b. To evaluate staffs’ performance on works,
c. To give students chance to choose their topics for assignments
d. To provide e-library for the progress of self-study and to have more reference books and
other development books,
e. To upgrade the English language speaking, necessary equipment and to decrease the gap
of service for sustainable development higher education system.
In addition, the researcher would like to recommend appropriate Organization
Development intervention that can improve the service quality in terms of reliability,
responsiveness, assurance, empathy, and tangibles at Sariputta College to change for the better
improvement process. Moreover, the researcher would like to advice the College to apply more
active logical, reasonable role service and to establish opportunities for virtual mobility with
standard institutions. Next, the researcher would like to recommend SWOTAR on service quality
to determine their underlying causes and these formulate an action arrange with reasoning and
appreciative of the investigation from SWOTAR framework.
Undoubtedly, the above recommendations will be road map for change and development
by shedding light on the most meaningful service features. These recommendations will improve
the quality at Sariputta College, to change better service. Additionally, based on in this research,
the researcher developed the recommendations of ODI, which is following in table 12
Table 13
Recommendations of the OD Intervention for Future College Development
Finding of Research
Lack of evaluation of
college ranking system on
service work
Less of reference books
other technical supports for
21st-century educational
need.
Lack of staff training for

Proposed Organization
Development Intervention
To evaluate of the college
ranking system on servicer
work
To provide the technical
support for 21st-century
educational need.

Expected Future Outcome
The college of a ranking
system on service work will
improve and academic
credibility.
Students will receive the
technical knowledge
supports to 21st-century job

To offer staff training for the The staff of their
20

service

service

Lack of English
communication and practice
their speaking skill.

To practice their Englishspeaking skill to
communicate

Lack of seminar and debate
sessions, talk show,
conferences, and workshop

To organize the seminar,
debate sessions, and talks
show, conference, and
workshop
To practice problem solving
skill

The staff lack of skills to
solve problems when they
arise.

performance will improve
and shed light on the most
meaningful service features.
Both staff and students will
improve their
communication skill in
English
Students will improve their
skills and general
knowledge. The collage
image will improve.
The staff will improve their
problem-solving skills
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Marković, S. (2004). Measuring Service Quality in Croatian Hotel Industry: A Multivariate Statistical
Analysis, Our Economy, 1/2: 27-35.
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