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Abstract

The study examines how service quality and students’ satisfaction affect the performance of graduates in the Licensure
Examination conducted by the Philippine Regulation Commission, scrutinizes the quality of service, and assesses the level of
satisfaction of the graduates with the rendered services. The researchers made use of a descriptive-correlational, adopted-
modified, and validated survey questionnaire as tools of the study. Mann-Whitney, Kruskal-Wallis, Pearson-r correlation, and
mean analysis were used as the statistical procedures of the study. Results showed that the perceptions of the graduates in the
quality of service of the University that falls in the dimension of tangibility and responsiveness have a positive correlation with
their performance in LET. Likewise, the satisfaction of the graduates with the quality of service in the dimension of reliability,
responsiveness, and empathy has a positive correlation to the latter. Further study in another discipline is recommended as the
study is limited only to science major graduates.
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1. INTRODUCTION

One considerable indication that the Colleges and Universities in the Philippines have quality services
is the maximum number of students enrolled, offering programs that have passed different levels of
accreditations, and the one hundred passing percentage of the license examination both conducted by
the Civil Service Commission and Philippine Regulation Commission of the Philippines. Much more if the
takers have topped the examination, this leads to greater satisfaction with the services rendered by the
institution.

Service quality as it now conquers the world of education plays a vital role. Universities, private or
public must assess the quality of their services both in instruction and supervision. The services delivered
by the academe should match the expectations of the students (Lewis and Bloom, 1993). Uplifting the
integrity and quality of service in the University leads to the satisfaction of the students towards the
rendered services (Hayes, 2007; Roloff et al., 2020) once satisfied, students are eager to attain their goals,
achieve their dreams, and now become the source of pride of the University (Ahmed et al., 2010).

With this, the University must increase the quality of services to attain students’ satisfaction and to
uplift the image of the University in society. Satisfaction towards services exhibits good performance in
their academic journey (Bautista et al., 2019). This success attracts new students leads to a greater market
increase and gain so much trust in the institution (Brown & Mazarol, 2009; Del Rio-Rama et al., 2021;
Stribbell & Duangekanong 2022); with quality service acquired society looks at them as an educated and
responsible individual (Khan et al., 2011).

Service quality and students’ satisfaction have a positive correlation with students’ academic
performance inside the classroom (Subrahmanyam, 2017). Services are continuously improving (Daran et
al.,, (2018) , with institutions satisfying the needs of their students (Cayanan, 2017). However, despite the
efforts of the University in general, instructors, professors, and the administration in putting the name of
the institutions in the limelight, still, Universities and Colleges are struggling to raise the performance of
graduates in licensure examinations, especially in the field of Science (Antiojo, 2017). The quality of the
library and laboratory facilities were predictors of passing the licensure exam (Quiambao et al., 2015).
Since gender, review class attendance, and science graduates' academic achievement are all tied to the
services provided by the university, these factors should be taken into account when creating policies to
improve licensing exam success (Ferrer et al., 2015).

When deciding how much money to grant State Universities and Colleges (SUCs), the Normative
Financing Scheme (NFS) is greatly impacted by poor performance. Normative funding adopted in 2005
refers to the application of a set of objectives, criteria, and norms that are designed to promote and reward
quality instructions, research, and extension services as well as financial prudence and responsibility
(DBM-CHED, 2004).

SUCs’ are being challenged in terms of prioritization and budget to address and identify institution-
related factors that have a greater impact on the performance of graduates in LET. This could be done by
evaluating the quality of service and the student’s satisfaction with the rendered services of the University
to its graduates. Quality service has a significant effect on students’ satisfaction (Hameed & Amjad, 2011)
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since it determines the number of students enrolled in the University; the more the number of students
enrolled, the better the quality of service the institution has provided (Chen, 2015).

Studies conducted on correlating service quality and student satisfaction found a strong positive
relationship (Kajenthiran & Karunanity, 2015; Kanwar & Sanjeeva 2022; Choi et al., 2023). It was proven
that service quality and student satisfaction have a significant relationship (Hasan, 2009). Moreover, with
the use of Structural Equation Modeling (SEM), it was revealed that service quality has a significant impact
on the students’ satisfaction level in their academic performance inside the classroom.

1.1.Purpose of study

None of the conducted studies have shown the relationship between service quality students’
satisfaction and the LET performance of the graduates. This research tries to fill the gap by conducting a
study to determine if service quality and student satisfaction have a positive effect on the performance of
graduates in taking the licensure examination. The results of this study serve as the baseline in policy-
making, calibrating services, and prioritizing the needs of the students. The purpose of the study is to
examine the correlation among service quality, students’ satisfaction, and board examination performance
of the graduates. Specifically, this will seek to answer the following questions:

1. What is the profile of the respondents in terms of;

1.1. Sex,

1.2. Age,

1.3. Family Monthly Income,

1.4. Number of Years Enrolled, and

1.5. LET Results?

2.  What is the perception of the graduates in the dimensions of service quality in terms of;
2.1. Tangibility,

2.2. Assurance,

2.3. Reliability,

2.4. Responsiveness, and

2.5. Empathy?

3.  What is the level of satisfaction of the graduates in terms of;

3.1. Tangibility,

3.2. Assurance,

3.3. Reliability,

3.4. Responsiveness, and

3.5. Empathy?

4. Is there a significant difference between the respondents’ demographic profile and their
perception and satisfaction on the dimensions of service quality?

5. Is there a significant relationship between the respondents’ LET performance and their
perception and satisfaction on the dimension of service quality?

106


https://doi.org/10.18844/gjgc.v14i2.9461

Quezada, W.B., Quezada,P.N.G., Panduyos, J. & Buquid,A.G.P.B. (2024). The Correlation Between Service Quality, Students’
Satisfaction, and Board Exam Performance. Global Journal of Guidance and Counseling in Schools: Current Perspectives. 14(2),
104-120. https://doi.org/10.18844/gjgc.v14i2.9461

2. METHOD AND MATERIALS
2.1.Participants

The validated questionnaire was piloted to the thirty-five (35) individuals who were not included in the
final survey but also takers of the LET. The study was conducted on the four campuses of North Eastern
Mindanao State University namely; NEMSU-Cantilan, NEMSU-Lianga, NEMSU-Tagbina, and NEMSU-
Tandag in the province of Surigao del Sur. These campuses were selected because they offer Bachelor of
Secondary Education majors in Biology and Physical Sciences.

2.2.Data collection tool

The study made use of an “adopted and modified survey instrument” type of research from a
conceptual model of Service Quality (SERVQUAL) (Berry et al., 1985). The instrument underwent content
validation and reliability tests to ensure that the questions were not ambiguous and content was
appropriate. The questionnaire was rated based on its clarity of direction and items;
presentation/organization of items; suitability of items; adequateness of items per category; attainment
of the purpose; objectivity; and scale and evaluation of the rating system. The internal consistency was
measured using Cronbach’s a.

The questionnaire had three (3) parts to determine how the graduates perceive the quality of services
offered by the University and to assess their level of satisfaction. The first part of the survey focused on
the profile of the respondents (sex, age, no. of years enrolled in the University, family monthly income,
and the rating whether passed or failed result in LET). The second part was for the service quality which
aimed to determine how the graduates perceive the quality of service offered in the University. The
guestions were grouped according to specific dimensions of services such as; tangibility, assurance,
reliability, responsiveness, and empathy. A five-point Likert Scale was used to indicate their level of
agreement. With a scale of one (1) with the description of “Strongly Disagree” and the interpretation of
“respondents were not happy with the services, programs, and facilities”. A scale of two (2) with the
description of “Disagree” and the interpretation of “respondents have very little happiness with the
services, programs, and facilities”. A scale of three (3) description of the “Neutral” interpretation of
“respondents are in the middle of not happy and happy”. On a scale of five (5) with a description of
“Strongly Agree” interpretation of “respondents are very happy with the services, programs, and facilities”.
The last part is for the students’ satisfaction under the same dimensions. With a scale of one (1) description
of “Very Dissatisfied” and has the interpretation of “respondents were not contented with the services,
programs, and facilities in the University”. A scale of two (2) with the description of “Dissatisfied” and the
interpretation of “respondents have very little contentment with the services program, and facilities in the
University”. A scale of three (3) description of the “Neutral” interpretation of “respondents are in the
middle of not contented and maybe in doubt of his contentment of the services rendered”. A scale of four
(4) with the description of “Satisfied” interpretation of “respondents have high contentment”. A scale of
five (5) with a description of “Very Satisfied” interpretation of “respondents have high contentment with
the services, programs and facilities” in the University.
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3.  RESULTS

Table 1

Profile of the respondents
Profile Frequency Percentage (%)
Sex
Male 37 37
Female 63 63
Age
20-21 66 66
22-23 19 19
24-25 6 6
26-Above 9 9
No. of years enrolled
4 94 94
5 4 4
6 1 1
7-Above 1 1
Family Monthly Income
5,000-10,000 43 43
10,001-15,000 36 36
15,001-20,000 16 16
20,001-Above 5 5
LET Result
Passed 75 75
Failed 25 25

Legend: 5,000-10,000 (low Income), 10,001-15,000 (lower Middle Income), 15,001-20,000 (Upper-

Middle Income), 20,000-Above (High Income)

Table 2
Evaluation rating for service quality

Service Quality Dimension Mean Verbal
Description

Tangibility
The vision, mission, goals, and quality policy of this University have a great 4.43 Strongly Agree
impact on students’ achievements.
Faculty is well prepared for their day-to-day lesson activities. 4.33 Strongly Agree
The curriculum is updated. 4.25 Strongly Agree
The university’s environment is very suitable for studying. 4.16 Agree
Faculty always come on time to their classes. 4.13 Agree
The University library is well-ventilated and has adequate academic 4.12 Agree
resources/materials that can be utilized for students’ research.
Campus surroundings are always clean. 4.04 Agree
Classroom surroundings are well arranged, comfortable, and conducive to use. 3.99 Agree
The science laboratory is available with functional machines and facilities. 3.72 Agree
Computers are functional and software is updated. 3.68 Agree
Internet connection services are good, and E-mail facilities are available and 3.45 Agree

accessible at the University.
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Overall Mean
Assurance
The University is involved with the society’s local and global linkages.
Staff and faculty in the University follow the rules and regulations of the
University.
The values, beliefs, and communication skills of the students are supported and
promoted by the University.
The research productivity of the faculty is a reliable source for students’
classroom activities.
The security system of the University assures the students’ safety.
Faculty are innovative and strategic in the delivery of lessons.
The staff at the University is helpful and approachable.

Overall Mean
Reliability
The University secures the academic credentials of the students.
Instructional materials used by the faculty are attuned to the learning styles of
the students.
The University staff’s assistance is punctual and efficient.
The University offices meet its promises of providing efficient and effective
services to the students as clientele in the University.
Faculty in the University show concern in solving student’s problems.

Members of the faculty in the University are efficient and effective, have time
management, and don’t cancel appointments of the students.
Members of the staff at the University show sincere involvement in solving
students’ problems.

Overall Mean

Responsiveness

The University has a responsive counseling personnel that provides counseling
services to the student’s problems.

The University and the faculty prompt positive feedback on students’
performance in the class/campus.

Faculty is available to respond to student’s academic concerns regarding their
subjects.

Queries of the students in the different University offices are dealt with
efficiently and promptly.

The university’s staff is available when needed.

Overall Mean
Empathy
The University provides good learning experiences and molds globally
competitive graduates.
The students’ welfare and learning processes are the top priorities of the
University administration.
Operating hours for the students’ facilities in the University like the library,
science laboratory, and computer laboratory are convenient for the students.
The faculty in the University is sympathetic and supportive of the students in
dealing with academic challenges in their course.
The faculty treats all the students with equality and fairness. Students feel they
have a second parent in the University.

Overall Mean

4.03

4.33
4.11

4.05

4.02

4.01

4.01
3.84

4.05

4.22
4.06

4.02
4.01

3.87
3.81

3.81

3.97

3.98

3.98

3.95

3.91

3.72

3.91

4.30

4.10

4.04

4.04

3.88

3.91

Agree

Strongly Agree
Agree

Agree
Agree
Agree
Agree
Agree
Agree

Strongly Agree
Agree

Agree
Agree

Agree
Agree

Agree

Agree

Agree
Agree
Agree
Agree

Agree

Agree
Strongly Agree
Agree
Agree
Agree
Agree

Agree
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Legend: 1.0-1.8 (Strongly Disagree), 1.81-2.6 (Disagree), 2.61-3.4 (Neutral), 3.41-4.2 (Agree), 4.21-5.0
(Strongly Agree)

Table 3
Summary of the respondents’ perceived service quality of the university
Service Quality Dimension Mean Verbal
Description
Empathy (the provision of caring and individualized attention to the 4.07 Agree

students, and the access including the communication and understanding of

the needs of the students).

Assurance (the knowledge and courtesy of the instructors, professors, and 4.05 Agree
staff of the University).

Tangibility (the physical evidence found in the services of the University 4.03 Agree
including the appearance of the faculty, and the key officials of the
University, classroom, lighting, building structures and set-ups, curriculum,
science laboratory with functional laboratory equipment, software, internet,
and other physical tools of the University).
Reliability (the ability to perform the promised services of the University to 3.97 Agree
the students dependably and accurately).
Responsiveness (the willingness to help students and to provide prompt 3.91 Agree
service to its constituents and stakeholders).

Overall Mean 4.01 Agree

Legend: 1.0-1.8 (Strongly Disagree), 1.81-2.6 (Disagree), 2.61-3.4 (Neutral), 3.41-4.2 (Agree), 4.21-5.0
(Strongly Agree).

Table 4
Evaluation rating for students’ satisfaction
Service Quality Dimension Mean Verbal
Description
Tangibility
| am satisfied with the University’s vision, mission, goals, and quality 4.39 Very Satisfied

policy in molding excellent graduates with exemplary achievements.

| am satisfied with the faculty’s lesson activities and knowledge imparted 4.16 Satisfied
to the class.

| am satisfied with the University’s curriculum offered. 4.16 Satisfied
| am satisfied with the cleanliness of the classroom surroundings. 4.08 Satisfied
| am satisfied with the faculty’s consumption of their classes’ hours. 4.06 Satisfied
| am satisfied with the University’s environment and its ambiance while 4.04 Satisfied
studying.

| am satisfied with the academic materials available in the University 4.00 Satisfied
library.

| am satisfied with the services in the guidance counselor's office and the 4.00 Satisfied

staff in counseling problematic students at the University.
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| am satisfied with the classroom arrangements and its available 3.86 Satisfied
materials are always conducive to use.
| am satisfied with the availability of the machines, equipment, and 3.73 Satisfied
facilities in the science laboratory.
| am satisfied with the internet connection that is available at the 3.42 Satisfied
University.

Overall Mean 3.99 Agree
Assurance
| am satisfied with the University’s involvement in the local and global 4.32 Very Satisfied
linkages.
| am satisfied with the teaching strategies of the faculty and their 4.31 Very Satisfied
creativity in imparting knowledge during class discussions.
| am satisfied with the rules and regulations being implemented and 4.18 Satisfied
followed by the University staff and faculty.
| am satisfied with the conducted research of the University faculty as it 4.13 Satisfied
contributes to the student’s learning activities in the classroom.
| am satisfied with the University’s security system services in ensuring 411 Satisfied
the student’s safety in the University vicinity.
| am satisfied with the unbiased treatment of the University to students’ 4.05 Satisfied
diverse beliefs, values, and communication skills.
| am satisfied with the helpful and approachable assistance rendered by 3.99 Satisfied
the University staff.

Overall Mean 4.16 Satisfied
Reliability
| am satisfied that the University secures the academic credentials of the 4.22 Very Satisfied
students.
| am satisfied that the instructional materials used by the faculty are 4.15 Satisfied
attuned to the learning styles of the students.
| am satisfied that the University staff’s assistance is punctual and 4.10 Satisfied
efficient.
| am satisfied that the University offices meet its promises in providing 4.06 Satisfied
efficient and effective services to the students as clientele in the
University.
| am satisfied that the faculty in the University show concern in solving 4.04 Satisfied
student’s problems.
| am satisfied that the members of the faculty in the University are 4.01 Satisfied

efficient and effective, have time management, and don’t cancel

appointments of the students.

I am satisfied that the members of the staff at the University show 3.87 Satisfied
sincere involvement in solving students’ problems.

Overall Mean 4.06 Satisfied
Responsiveness
| am satisfied that the University has a responsive counseling personnel 4.19 Satisfied
that provides counseling services to the student’s problems.
| am satisfied that the University and the faculty have prompt positive 4.04 Satisfied
feedback on students’ performance in the class/campus.
| am satisfied that the faculty is available to respond to student’s 4.03 Satisfied
academic concerns regarding their subjects.
| am satisfied that the queries of the students in the different University 3.99 Satisfied
offices are dealt with efficiently and promptly.
| am satisfied that the University’s staff is available when needed. 3.94 Satisfied
Overall Mean 4.04 Satisfied
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Empathy

| am satisfied that the University provides good learning experiences and
molds globally competitive graduates.

| am satisfied that the student’s welfare and learning processes are the
top priorities of the University administration.

| am satisfied that the operating hours for the students’ facilities in the
University like the library, science laboratory, and computer laboratory
are convenient for the students.

| am satisfied that the faculty at the University are sympathetic and
supportive to the students in dealing with academic challenges in their
course.

| am satisfied that the faculty treats all the students with equality and
fairness. Students feel they have a second parent in the University.

Overall Mean

4.31

4.12

4.10

3.96

3.94

4.09

Very Satisfied

Satisfied

Satisfied

Satisfied

Satisfied

Satisfied

Legend: 1.0-1.8 (Very Dissatisfied), 1.81-2.6 (Dissatisfied), 2.61-3.4 (Somewhat Satisfied), 3.41-4.2

(Satisfied), 4.21-5.0 (Very Satisfied).

Table 5

Summary of the respondent's satisfaction with the five dimensions of service quality

Service Quality Dimension Mean Verbal
Description
Assurance (the knowledge and courtesy of the instructors, professors, and 4.16 Satisfied
staff of the University).
Empathy (the provision of caring and individualized attention to the students, 4.09 Satisfied
and the access including the communication and understanding of the needs
of the students).
Reliability (the ability to perform the promised services of the University to 4.04 Satisfied
the students dependably and accurately).
Responsiveness (the willingness to help students and to provide prompt 4.04 Satisfied
service to its constituents and stakeholders).
Tangibility (the physical evidence found in the services of the University 3.99 Satisfied
including the appearance of the faculty, and the key officials of the University,
classroom, lighting, building structures and set-ups, curriculum, science
laboratory with functional laboratory equipment, software, internet, and
other physical tools of the University).
Overall Mean 4.07 Satisfied

Legend: 1.0-1.8 (Very Dissatisfied), 1.81-2.6 (Dissatisfied), 2.61-3.4 (Somewhat Satisfied), 3.41-4.2

(Satisfied), 4.21-5.0 (Very Satisfied)

Table 6

A significant difference between the respondents’ demographic profile and their perceived service quality

Group Mean Computed p-value

Decision

Conclusion
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Value

Sex Male 3.99 20409.5 0.155 Failed to There is no
Female 4.03 reject Ho significant
difference.
Age 20-21 4.10 28.68 0.000 Reject Null Thereis a
22-23 3.89 Hypothesis significant
24-above 3.87 difference.
FMI 5,000-10,000 4.05 13.040 0.001 Reject Null Thereis a
10,001- 4.05 Hypothesis significant
15,000 3.89 difference.

15,001-above
LET Passed 4.00 2.340 0.127 Failed to There is no
Failed 4.08 reject Ho significant
difference.

Using the Mann-Whitney test for two groups (since the data does not follow a normal distribution).

Using the Kruskal-Wallis test for more than two groups.
Number of years enrolled was not included in the analysis since the distribution of the frequency varies

from each group.

Table 7
A significant difference between the respondents’ demographic profile and their satisfaction with service
quality
Group Mean Computed p-value Decision Conclusion
Value
Sex Male 4.06 21258.5 0.452 Failed to There is no
Female 4.02 reject Ho significant
difference.
Age 20-21 411 16.879 0.000 Reject Null Thereisa
22-23 3.95 Hypothesis significant
24-above 3.89 difference.
FMI 5,000-10,000 4.03 19.171 0.000 Reject Null Thereis a
10,001- 4.05 Hypothesis significant
15,000 3.90 difference.
15,001-above
LET Passed 4.07 16688.0 0.944 Failed to There is no
Failed 3.97 reject Ho significant
difference.

Using the Mann-Whitney test for two groups (since the data does not follow a normal distribution).

Using the Kruskal-Wallis test for more than two groups.

Number of years enrolled was not included in the analysis since the distribution of the frequency varies

from each group.

Table 8

Significant relationship between LET performance and the perceived service quality
Service Quality Dimension LET Performance Decision
Correlation p-value
Coefficient
Tangibility -0.376 0.000 Significant
Assurance -0.004 0.966 Not Significant
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Reliability -0.113 0.233 Not Significant
Responsiveness -0.211 0.022 Significant

Empathy -0.141 0.129 Not Significant
Overall -0.233 0.011 Significant

Table 9
Significant relationship of LET performance and satisfaction on the service quality
Service Quality Dimension LET Performance Decision
Correlation p-value
Coefficient
Tangibility -0.017 0.722 Not Significant
Assurance 0.048 0.314 Not Significant
Reliability 0.156 0.001 Significant
Responsiveness 0.175 0.000 Significant
Empathy 0.098 0.042 Significant
Overall 0.089 0.063 Not Significant

4. DISCUSSION

From the data shown in Table 1, the majority of the graduates and exam takers are female with 63% of
the total population. The results are supported by the idea of Sario, (2015) that in general, female students
are more attracted to the teaching profession than males. The age bracket with 66% of the total population
falls on 20-21, which signifies that students have finished their studies within four years staying in the
University with 94% of the total population. It indicates that right after they graduate from their secondary
level, they pursue studies at the tertiary level. Most of the graduates’ economic status ranges from low
income to lower middle income. However, despite having a low economic status it does not affect the
performance of the graduates in their licensure exam, as 75% of the total population have passed the
exam. It indicates that, since they have spent within a range of time in the University, they took the LE
right after, and their learnings and services rendered by the University are still fresh they were able to
recall in their minds.

Table 3, showed the overall weighted mean average based on the perception of the graduates to the
five dimensions of service quality. In general, the services in the dimensions of tangibility, assurance,
reliability, responsiveness, and empathy obtained an overall mean of 4.01 with a verbal description of
“Agree” indicating, that the graduates were happy with the rendered services overall. However, as shown
in Table 2, there are services in each dimension have garnered low scores. Services that are present in the
University that got a low score should be subjected to service enhancement, program calibration, and up-
to-date check-ups of facilities. To ensure the quality of service and to meet the maximum level of
agreement of students. The results are supported by the ideas of Hasbolah et al., (2018), that to provide
good quality services, paying attention to students’ needs, demands, and preferences should be
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considered fundamental.

The summary of graduates' satisfaction with university services can be found by looking at Table 5. An
overall mean of 4.07 signifies that the graduates were satisfied with the services given by the University.
However, although the graduates have high contentment towards the rendered services, still the
dimension of tangibility got the lowest scores. As shown in Table 4, some services need enhancement to
meet the maximum level of satisfaction of the graduates especially in the dimension of tangibility. Quality
service had a positive impact on students’ satisfaction; once satisfied, it boosted the image of the
University towards sustainability in the higher education sector. A positive insight into the services offered
leads to a higher level of satisfaction and contributes to the positive image of the University (Mancao,
2005), and quality service has a significant relationship with students’ satisfaction (Ari, 2011; Pedro et al.,
2023).

Table 6 shows that the profile in terms of sex and LET results drew no significant difference since the
perceptions are the same among them, having a p-value > 0.05. This means that male and female
respondents have the same perceptions towards the rendered services. Since all the services given by the
University to the graduates together with the type of examination rendered by the PRC to its takers or
examinees have no sex discrimination, all are given equal access to experience the different services found
in the University and all were given the privilege to take the board exam. This result conforms to the study
of Tefera & Migiro (2017) that perceptions between males and females towards rendered services have
no significant difference. However, in terms of age and family monthly income, findings in the table suggest
that perception differs among them having a p-value < 0.05. This is because different age levels may have
different levels of perceptions and understanding. Since most of the respondents belong to different age
brackets, this signifies that the younger respondents perceive differently from the older ones (Tefera &
Migiro, 2017). In the study of Akareem and Hossain (2016), age indicates maturity level, and students with
lower age have higher expectations about the quality of service compared to the higher age. It further
implies that family income has a direct influence on their perception of the quality of service in higher
education. Moreover, students from lower-income families are more likely to perceive a high level of
education compared to students belonging to a higher family income. Furthermore, Hasan (2009), based
on students’ perceptions of service quality results suggests that improving the quality of services may also
improve the performance of graduates in their chosen careers.

Table 7 showed that profile in terms of sex and LET results drew no significant difference since their
satisfaction towards the service quality is the same among them having a p-value > 0.05. This means that
males and females have the same level of satisfaction with the services rendered by the University. The
results conform to the study of Chandra et al., (2018) although women are more sensitive than men, still,
both sexes have equal levels of satisfaction with the services. It further implies that the services in the
University were equally given to both sexes, with no bias treatment and both received with no signs of
favoritism. Furthermore, in the study of Dhagane & Afrah (2016), students’ satisfaction with the different
services at the University drew a positive relationship to the academic performance of the students. Hence,
a quality service could lead to one’s satisfaction; it suggested that from time to time services in the
University should be subjected to a thorough evaluation.
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However, in terms of age and family monthly income, findings in the table suggest that perception
differs among them having a p-value < 0.05. This result affirmed the study of Chandra et al., (2018) that
age has a significant impact on the level of satisfaction on the quality of service rendered by the University.
It further stated that younger students were less satisfied with the rendered services as it associated with
low scores; it is because younger students drew higher expectations on the services, which they believe
the university did not ultimately live up to their expectations. Compared to older students who drew
higher levels of expectations, it indicates that because they came first, they were able to experience the
different services of the University. Later on, they settled on the available services rendered by the
University. The result in family monthly income of the respondents drew significant difference in the
overall satisfaction of the students.

The result in Table 8 showed the correlation test in the respondents’ LET performance, that is, their
rating in the exam and the perception of the dimension of the service quality. The test showed that
tangibility and responsiveness have a significant contribution to the LET performance of the graduates.
Furthermore, the dimensions of assurance, reliability, and empathy show no significance to the LET
performance of the graduates. This indicates that the services in these dimensions should be subjected to
evaluation, hence this dimension has brought a weak positive impact to the University in general. But,
looking at the overall quality of service, it shows a p-value of 0.011 which is less than 0.05. Thus, the null
hypothesis is rejected and concluded that there is a significant relationship in the LET performance under
the perception of the dimension of service quality. However, based on the perception of the graduates
towards the quality of service in the University, it is concluded that these services have a weak significant
contribution. The weak significant result indicates that the University should be more attentive in dealing
with the needs of its clients. Students in general are the primary source of pride of the University, their
achievement directly reflects the positive image of the University. Therefore, services in the five
dimensions should be subjected to service enhancement and recalibration especially dimensions that have
a poor contribution to the LET performance of the graduates.

The data are shown in Table 9, the correlation test in the respondents’ LET performance or their rating
in the exam and their satisfaction on the dimension of service quality. The test result showed that the level
of satisfaction on the three dimensions (reliability, responsiveness, and empathy) has a weak positive
relationship to the LET performance of the graduates. It further suggests that dimension tangibility and
assurance drew no significant relationship. However, as to the overall result, the level of satisfaction with
the quality of service has a p-value of 0.063 which is higher than 0.05. Thus, the null hypothesis is accepted.
Therefore, there is no significant relationship between LET performance and their satisfaction level on the
dimension of service quality. These results differ from the result obtained in Table 8, based on the
perception of the graduates the five dimensions in general have a significant relationship, although it was
perceived that the services in those dimensions have a weak significant relationship to the LET
performance of the graduates.

5. CONCLUSION

Service quality and student satisfaction are independent of each other but are closely related. However,
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they differ when matched with the relationship to LET performance. There may be many factors
contributing to the graduates’ passing the board examination but, between service quality and students’
satisfaction, service quality matters most. Those visible aspects of the service and those that can be felt
are the ones that impact students’ performance in LE. Students’ satisfaction and perceptions of these
services may vary according to their age and economic status but on average, those services along with
tangibility and responsiveness contribute to students’ success. To ensure the continuous and better
performance of the graduates in their LE, the University or any higher institution should be more
responsive to students’ needs, particularly in providing good physical facilities, functional and efficient
equipment, approachable and efficient faculty and staff, and effective and efficient communications skills
materials. This is for the University’s share in helping students to succeed in their careers.

In addition to the provision of the facilities in the University and personnel (faculty & staff), updating
students or regular feedback on his performance can push students to perform better. Coaching and
follow-up of the LE-related activities of students to pass the LET can have a significant impact on their
success especially those potential to top in the board exam. The engagement of students outside
classroom learning is also important, so as not to limit their exploration inside the traditional classroom.
Thus, access to the internet within the University should be provided. When the budget is limited, the
administration may prioritize those needs affecting students’ preparations like teachers, classrooms, and
other academic facilities. A rapid participatory assessment of students’ needs can be done if the University
and the administration want to know these needs directly from students.

In particular, the following services must be improved and strengthened: internet access, science
laboratory facilities, classroom surroundings, treatment of students, on-time and error-free assistance,
availability of staff in offices, and the equal and fair treatment of the faculty in the University. In addition,
there is a need to review and enhance the quality of service found in the five dimensions of SERVQUAL. It
is recommended that the University from time to time should gather feedback and suggestions, not only
from the students but also from the stakeholders such as private firms, government agencies, parents, and
the community to maintain the quality of service. Moreso, further studies should be conducted in other
majors of discipline in the University to determine the quality of service rendered across disciplines as the
basis for program enhancement since the study was limited only to the Bachelor of Secondary Education
major in Biological and Physical Sciences.
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