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Abstract 
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Mac Anthony Nzube Ezeh 
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Supervisor:  

Jean-Charles Languilaire 

Title: How would Tuition Fee influence Students Expectation of Service Quality of 

Mälardalens University? 

Research Question: 

How would tuition fee influence student expectation of service quality of Mälardalens 

University? 

Purpose of Research: 

The purpose of this research study is to describe and analyze how the expectations of 

students might change with the introduction of tuition fees to the Swedish higher 

education system.  

Methodology: 

Both qualitative and quantitative methods were employed in conducting this research 

work. Secondary data were obtained from, articles, literature and journals accessed 

through Mälardalens university data base. 

Conclusion: 

The author draws conclusion from the analysis of the empirical material, and the result 

of the analysis reveals that introduction of tuition fee would decrease  student´s zone 

of tolerance of the five quality dimension which means that students are less tolerant 

to poor service ,which triggers high students  expectation of service quality of 

Mälardalens university.  
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1.0 INTRODUCTION 

In this chapter, present the background, problem discussion, purpose and delimitation of this 

research study. The background gives insight into the introduction of tuition fees in the Swedish 

education system, the problem discussion points out the main issues; the purpose states the objective 

of this research study while the delimitation states the scope of this research study. 

 

1.1 BACKGROUND 

        Sweden is known as one of the countries in Scandinavia with free education, where government  

finance  the tuition  of  all students  regardless of nationality, all students attending courses  or 

program have been funded by Swedish taxpayers. (http://www.studyinsweden.se) 

        However, on June 2010 Swedish parliament approved a bill that requires foreign students with 

citizenship of countries outside the European Union (EU), Switzerland, European Economic Area 

(EEA) to pay tuition and application fees in any Swedish higher education institution, starting from 

autumn term 2011. (http://www.sweden.gov.se/content/1/c6/14/00/06/9be4f30a.pdf) The tuition fee applies for 

both courses and programs at the first cycle (bachelor) and second cycle (master level). 

       The main argument for this reform states that Swedish higher education institutions should 

compete on the same terms as foreign higher education institutions in the countries which Sweden 

wants to be compared with. Swedish higher education institutions must compete on the basis of high 

quality and good study environments, not on the basis of a free education. Therefore Swedish 

universities are now face with fierce competition among themselves to attract students, since they no 

longer have the funding from government for non-EUstudents registering for credits. 

(http://www.sweden.gov.se/content/1/c6/14/00/06/9be4f30a.pdf). 

           

The introduction of tuition fees in the Swedish educational system result to something of a shake up 

for Swedish universities, which have a long tradition of funding from the Swedish government for 

education of both Swedish nationals and foreign students. Swedish government spends over 500 

million kronor yearly on education for foreign students.  It causes the number of foreign students 
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outside European Union that enroll into the Swedish universities to drop drastically 

(http://www.thelocal.se/30406/20101124/). According to Högskoleverket (Swedish National Agency for 

Higher Education) the number of international students admitted to the university program for   

autumn term have decline significantly. The record shows  a 70% decline in the number of student 

admitted, only 6903 students have been admitted a reduction by two thirds compare to last 

autumn's 19 588 candidates (www.hsv.se).  There are predictions that the possibility of further decline 

in the number of international students enrolling into the Swedish universities would be high and the 

future is not promising (www.hsv.se). 

 

1.2 PROBLEM DISCUSSION 

Up to the spring period of 2011 foreign students from non-EU countries were entitled to free 

education (www.stuera.nu). With the introduction of tuition and application fee, the student’s 

expectations of service quality might change. 

 “One of the key influences on customer´s expectation is price. Many customers believe that the 

more they pay the better the service should be, although they do not believe that a low price is a 

legitimate excuse for a poor service” (Zeithaml et al., 2007, p.60). 

As noted by Zeithaml et al. (2007) price is both indicator of service quality and service cost. In line 

with the above statement, high tuition fee may create a high expectation.  

Further explanation is also made by Zeithaml et al. (2008) “The buyer’s perception of total value 

prompts the willingness to pay a particular price for a service”. With the introduction of tuition and 

application fee, the student expectation of service quality might change. 

Based on these statement, the authors intend to convey this research on the hypothesis that students 

would place a higher value on their education if they would pay for it themselves, thus they would 

demand a high quality standards than if their tuition would still be subsidized by Swedish taxpayers. 

A new expectation means that Mälardalen University would change to a new standard in order to 

avoid occurrence of gap that would result if their current standard of education does not match the 

new expectation. But if the current standard meets the new expectations then it does not need to 

change its standard, thus revealing likely service shortcomings that might occur once the new law 

comes into effect. 
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The school management would have to adjust to new service quality standards to meet the new 

expectations in order to avoid customer gap that may occur as a result of the difference between 

customer expectation and perception. Since service management is very crucial to Mälardalen 

University, understanding and measuring the expectations of students using SERVQUAL 

dimensions would provide it with most accurate results. It is vital to know if the current standards 

match the new expectations in order to avoid gap that would result from the new expectations.  

1.3 PURPOSE 

The purpose of research study is to describe and analyze how the expectations of students might 

change with the introduction of tuition fee. Our research question focus on: “How would tuition fee 

influence students expectation of service quality of Mälardalen University?” 

1.4 DELIMITATION 

We limit our research study to international students in bachelor programs at Mälardalen University 

in Västerås campus for the period of 2010-2011. 

1.5 STRUCTURE 

CHAPTER 1: Introduction 

In this chapter, presents the background, problem discussion, purpose and delimitation of our 

research study. The background gives insight into the introduction of tuition fees in the Swedish 

education system, the problem discussion points out the main issues; the purpose states the objective 

of our research study while the delimitation states the scope of this research study. 

CHAPTER 2: Theoretical Framework 

In this chapter, presents the concepts pertaining to our research study, the conceptual models and 

how they relate. The definition of service quality is given, SERVQUAL dimension, total perceive 

quality are also present.  

CHAPTER 3: Methodology and method  

In this chapter presents the methodology, method to collect and analyze data, using the questionnaire 

and focus group, validity and reliability as processes implement in the gathering and analyzing of 

data. 

CHAPTER 4: Empirical Material  
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In this chapter presents, the empirical data collect from the students through the questionnaire and 

focus is present showing the students’ expectations on the different dimensions of service quality.  

 

CHAPTER 5: Analysis  

In this chapter the theory is use to analyze the empirical data collect and extract the results  

 

CHAPTER 6: Conclusion 

This chapter presents the conclusion of this research study drawn from the analysis of the empirical 

data. The recommendation is also given. 
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2.0 THEORETICAL FRAMEWORK 

In this chapter presents the concepts pertaining to this research study, the conceptual models and 

how they relate. The definition of service quality is given, SERVQUAL dimension, total perceived 

quality, zone of tolerance is also presented.  

2.1 Service quality 

Quality has various definitions, the concept of quality is perceived subjectively and its definitions 

may vary in relation to context. From a managerial perspective it can be defined as: 

Mudie & Pirrie (2006, p.77) acknowledge “Quality to be the extent to which a service is what it 

claims to be and does what it claims to do”.  

In service quality literature it is noted that the quality of a particular service is whatever the customer 

perceives it to be. One has to define quality in the same way customers do, otherwise, in quality 

programs, the wrong actions may be taken and money and time may be poorly invested (Grönroos, 

2007). 

“A good service is achieved when customers’ expected service matches customer experienced or 

perceived service” (Grönroos, 2007, p.27). Mudie & pirrie (2006) argue that a gap represents a 

significant obstacle  in achieving a satisfactory level of quality. 

2.2 Total Perceived Quality 

 Good perceived quality is obtain when the experienced quality meets the expectation of the 

customer (Grönroos, 2007).The level of total perceived quality is not determined simply by the level 

of technical and functional quality dimensions, but rather by the gap between the expected and 

experienced quality ( Grönroos, 2007). 

The expected quality is a function of a number of factors, namely: marketing communication, word 

of mouth, company/local image, price, and customer needs and values. some of these factors are 

under the full  control of the firm, while others are only partially controlled because they include the 
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customer’s prior experiences. When quality programs are implemented, perceived service quality 

may still be low, or even deteriorate, if, for example, the firm simultaneously runs advertising 

campaigns that promise too much or are inadequate in some other respect. (Grönroos, 2007)  

The experienced quality of a service, as perceived by customers, has two dimensions: a technical and 

a functional dimension. What customers receive in their interactions with a firm is clearly important 

to them and their quality evaluation. Internally this is often thought of as the quality of the service 

delivered. However this is not the whole truth. It is merely one quality dimension, called the 

technical quality of the outcome (Grönroos, 2007). 

The customer is also influenced by how they receive the service and how they experience the 

simultaneous production and consumption process. This is another quality dimension, which is 

closely related to how the moments of truth of the service encounters themselves are taken care of 

and how the service provider functions. It is called the functional quality of the process (Grönroos, 

2007). 

 

                                                        Fig. 1: Total perceived quality (Grönroos, 2007) 

 

2.2.1 Dimensions of Quality 

The quality of a service as it is perceived by the customer has two dimensions: a technical and 

functional dimension. 
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Customer is influence by “what” they receive in the service interaction process, which is the 

technical dimension. They are also influence by “how” the service is render to them, which is the 

functional dimension. Both the technical and functional quality dimension influences customer’s 

evaluation of a good service quality (Grönroos,  2007). 

Grönroos (2007) also points out an additional dimension which is considered part of functional 

quality is “where” of the quality dimensions. The “where” dimension of quality deals with the 

physical environment of the service process.    

Firms’ image or reputation is another aspect that plays a very important role in customers’ perceived 

quality. Therefore, corporate image, or sometimes local image of an office or another organizational 

unit, is of utmost importance to most service firms. The expectations 

of the consumers are influenced by their view of the company, i.e., by the image. 

The corporate image is the result of how the consumers perceive the firm. The most 

important part of a firm, which its customers see and perceive, is its services. Therefore, the 

corporate image can be expected to be built up mainly by the technical quality and the functional 

quality of its services. Of course, there are other factors, which also may influence the image, but 

they are normally less important. One may choose between two types of such factors: external 

factors, such as tradition, ideology and word-of-mouth, and on the other hand, traditional marketing 

activities, such as advertising, pricing and public relations. 

 

2.2.2 Measuring and Improving Service Quality 

          Edvardsson (1998,p148) mention that “one of the ways to improve service quality is being 

customer oriented. Mapping and understanding customers articulated and unarticulated needs and the 

facts which steers the customers’ desired or adequate service respectively. “Being sensitive to 

customer’s expectations and ideas without being governed in all respect by them”  

          “Quality improvement should be everyone´s responsibility. Everyone should check the quality 

in their job and the firm would have a dialogue with internal and external customer, in this forum 

customer confirms their satisfaction or dissatisfaction”. Edvardsson (1998, p148). Improving service 

quality entails knowing the needs of the customer, and measuring Service quality (Zeithaml et al., 

2006). 
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2.3 SERVQUAL 

            SERVQUAL is an instrument for measuring how customers perceive the quality of a service. 

It compares customer´s expectations of how the service should be performed and their experiences of 

how the service is render. It is the result of a study by Berry, Parasuraman and Zeithaml in the mid 

‘80s on service quality determinants and how customers evaluate the quality of services based on the 

perceived service quality concept. SERVQUAL shows if there is a shortfall in service quality while 

various gaps occur as a result of a shortfall in service quality (Zeithaml, 2000). It is important to state 

that for the purpose of this research, SERVQUAL will not be used as a model in itself but its five 

dimensions since they represent what could be seen as service quality. These 5 dimensions are the 

following: 

Tangibles: This determinant is related to the appeal of facilities, equipment and material used by a 

service firm as well as to the appearance of the service employees (Grönroos, 2007). 

Reliability: This means that the service firm provides its customers with accurate service the first 

time without making any mistakes and delivers what it has promised to do by the time that has been 

agreed upon. (Grönroos, 2007). 

Responsiveness: This means that the employees of a services firm are willing to help a customer and 

respond to their requests as well as to inform customers when service will be provided, and then give 

prompt service (Grönroos, 2007). 

Assurance: This means that employees’ behavior will give customers confidence in the firm and that 

the firm makes customers feel safe. It also means that the employees are always courteous and have 

the necessary knowledge to respond to customers’ questions. (Grönroos, 2007). 

Empathy: This means that the firm understands customers’ problems and performs in their best 

interests as well as giving customers individual personal attention and having convenient operating 

hours. (Grönroos, 2007).  

Service quality measures the gap between expectations and perceptions, like in the gap model the 

difference between customers’ perceived service and customers’ expectations result in gap. 

         SERVQUAL shows if there is a shortfall in service quality while various gaps occur as a result 

of a shortfall in service quality (Zeithaml, 2000). 
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2.4 A model of Customer Expectation 

According to Grönroos (2007) the disconfirmation concept of the perceived service quality model, 

the experiences of a customer matches their expectations, the expectations of a given service 

attribute are then measured as one singular level of expectation. Mudie and Cottam (1993, p.16) note 

that expectations are form prior to consumption of service. 

 Expectations according to (Zeithaml et al., 2000, p.96) are “the beliefs about Service delivery that 

function as a standard or reference point against which performance is judged”. Grönroos (2007) 

suggest that the optimal quality of a given service depends on the strategy of the firm and the 

expectation of the customers for who its service are intended. 

 Zeithaml & Bitner (2000) point out that personal needs, enduring service, explicit service promises, 

implicit service promises, word of mouth, past experience influence the desire service level while 

transitory service, perceived service alternative, self –perceived service role, situational factors 

influence the adequate service level. 

2.4.1 Levels of expectations  

 Berry and Parasuraman (1991, p.57) note that “the term expectation as a comparison Standard is 

commonly used in two different ways - what customers believe will occur in a service encounter 

(adequate) and what customer want to occur (desires)”. 

The expected service in this model encompasses desired service and an adequate service level in 

between the two levels is customer’s zone of tolerance which fluctuates depending on the service 

attribute. Grönroos (2007) cite that customers’ expectations of service attributes are not on a single 

level, rather they can accept variations in the service experiences, which correspond to their zone of 

tolerance. “The zone of tolerance is a range of service performance that a customer considers 

satisfactory. A performance level below the zone of tolerance will engender customer frustration and 

decrease customer loyalty. A performance level above the tolerance zone will pleasantly surprise 

customers and strengthen their loyalty” (Berry and Parasuraman 1991, p.58).  
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                 Fig 2. Expectation of service levels (Parasuraman, 1991, p.90) 

The desired level of service 

        Zeithaml (2006, p.84) define “desired service as a blend of what customer believes can be and 

should be”. Zeithaml (2006) also point out that the influencing factors on the desired service level 

are the personal needs and lasting service intensifiers. Lasting service intensifiers are individual 

factors like derived service expectation that prompt customer to increase their sensitivity to service, 

while personal needs consist of the conditions necessary that influence the customer desire in service 

and vital to psychical or psychological customer well-fare. 

The adequate level of service 

        Grönroos (2007) note that adequate level of service refers to what the customer believes the 

service could be. “The adequate service level reflects the minimum performance level expected by 

customers after they consider a variety of personal and external factors including the availability of 

alternative service options. Companies whose service performance falls short of this level are at a 

competitive disadvantage, with the disadvantage escalating as the gap widens” (Berry and 

Parasuraman  1991, p.70). 

      ZONE  

          OF 

TOLERANCE 

ADEQUATE 

DESIRED 
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              Fig. 3 the relationship between the models used   (Own diagram)                                                                        

 

The Conceptual framework is based on the theoretical framework of this research study. It defines 

how the models in this research study are related to each other and gives a bird–eye view of the 

frame work which the conceptual model is based on. The various attributes of SERVQUAL namely 

tangible, reliability, responsiveness, assurance, and empathy are measured for zone of tolerance 

which is the distance separating the desire service level and adequate service level, using the 

expectation model. The total perceived quality attributes are also measured to assess their zone of 

tolerance. The measurement of the zone of tolerance of the 5 dimensions of SERVQUAL asses how 
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much variation in service that is acceptable to customer, and expectation on the desired and adequate 

service level. The zone of tolerance varies for each of the SERVQUAL attribute and the total 

perceives service attribute. The SERQUAL dimensions and total perceive quality models are link 

together by customer expectation model measuring the respective zone of tolerance of both models. 

Total perceived quality which consists of the technical and functional dimensions. Technical 

dimension is concern with the reliability dimension of the SERVQUAL, while the functional 

dimension is concern with assurance, responsiveness, empathy and tangible dimensions of the 

SERVQUAL.  
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 3.0 Methodology and Methods 

In this chapter presents the methodology, method to collect and analyze data, using the 

questionnaire, focus group, validity and reliability as processes implement in the gathering and 

analyzing of data. 

3.1 Methodology 

 

Two methods that can be used in research methods to obtain data are Qualitative and Quantitative 

research. The choice of which to use depends on the nature of the data to collect. We chose to use 

both Qualitative and Quantitative research method in our research study because of the nature of our 

research question and their relevancy to our research study.  

 

“Qualitative research is a multi-method in focus, involving an interpretive, naturalistic approach to 

its subject matter” (Norman, Denzin, & Lincoln, 1996, p.50)  

 

Hinkel  (2011) Quantitative research defines as any research that focuses on counting something and 

understanding the patterns that emerges from those counts. 

 

Bryman and Bell (2011,p163) “Qualitative research are rarely concern merely to describe how things 

are, but are keen to say often to be a feature of the way in which they are”.  

 

3.2 Methods to collect data 

 

Collection of data was through questionnaire and focus group within the university facilities, 

respondents are student of international business management program. Both primary and secondary 

data were use in this research work. 
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Collection of primary Data 

 

We administer research questionnaires to international students attending bachelor programs at MDH 

who are our sample population, some of the questionnaires were sent out to the students through e-

mail and some were handed out in person. To ensure representative and reliable results we distribute 

questionnaire randomly among the students. Our respondents comprised of both genders from 

various nationalities outside EU to account for accuracy. 

 

 We decide to have open questionnaire, according to (Fisher, 2007, p.45).  

 “If you do not know what kind of answer you will get from respondent or source, then you should 

take an open approach” We chose a sample size of 80 students which we consider adequate and 

representative”. 

 

The goal is to extract data from a representative sample of the student population. The sample 

comprise of people who are representative of the future student population that will be compelled to 

pay student fees to attend programs at Mäladalen University. By providing their views on the current 

service quality provided by school today and also how would they feel about it if they had to finance 

their programs themselves.  

 

Collection of Secondary Data 

 

We use both primary data with secondary data, our secondary data sources consist of the following 

literatures, articles, journals, information from the school website which provide us with relevant 

information about Mäladalen University that we need for the research work. We also access some 

information through search engine such as Google scholar, ELIN @mäladalen from the university 

library database to obtain information. These materials help facilitate our research work. 
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3.3 Methods to analyze data  

Questionnaire design:  

A total of 100 questionnaires were distributed and 81 were retrieved. The questionnaire is 

quantitative which allows students expectations to be measure in a hypothetical situation if they 

where to finance their own education. Students’ expectations are grade on a scale of 1 to 10 for the 

different dimensions of service quality. Digits 1 represent the lowest level, digits 5 signify average or 

medium, while digits 10 represent highest level. Having a scale of 1 to 10 give respondents a range 

of alternative response to choose from.78% of the respondent are in the age bracket of 18-26 and 

other 22% are in the age bracket of 27-40 years.52.1% are female and 47.9% male . 

Open questionnaires make provision for respondents to state aspects of the service provided by 

school that they consider needs improvement.   

These questions are within the frame of the 5 quality dimensions of SERVQUAL and the range of 

acceptable - desirable service quality described by the zone of tolerance model.  

Given that the research work is built on expectation which is the central concept, students’ 

expectations are measure in regards to the technical and functional quality. 

 

The respondents are asked to state if they consider the current service quality to be acceptable or 

desirable and how far they feel the quality level is distanced from a desirable level in the 

hypothetical case that they were to pay for education.   

 

Fig .4 the Demography of the respondents. 

78%

22%

Demography of respondents

Age 18-26 Age27-40
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Focus Group 

A total of 10 focus groups were interviewed each consisting of between 4 and 7 students. The focus 

groups were used as additional method to collect data. Questions from the questionnaire were 

administered and people were allowed to speak from their perspective about the introduction of the 

tuition fee.  

Data preparation: 

Raw data is collected, sorted and matched to lay the ground for analysis. Numerical data allows 

quantification of the extent to which students perceive service quality, whether it is towards a lesser 

end of the spectrum (low grading) to the level indicating satisfaction with the service (high grading). 

Answers provided in the qualitative section will give insight on specifically those attributes which 

school will need to focus efforts for improvement. Fitting these figures together with the answers 

provided in open questions will reflect which areas of the service need more focus than the others. 

Data analysis: 

The frequency of answers extracted from the open questions reveal which attributes of the service 

are deemed by students as faulty or insufficient, the answers give a picture of the current situation of 

the service quality that school offers today, the most recurring answers should be prioritized in order 

to avoid future service shortcomings that are likely to occur when the autumn period starts, and the 

school management will face the heightened expectations of paying students. 

Those perceptions of service failure which occur with most frequency are those perceptions that are 

considered below the acceptable limit of the zone of tolerance range, and are the ones which should 

be taken into account with most immediacy.  Others less frequent, however still plausible, are the 

ones considered as being towards the desirable level of service quality.   
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3.4 Validity and reliability 

 

In conducting our research we ensure accuracy and robustness of the research findings by using both 

questionnaire and focus group to obtain data on the research. Using both questionnaire and focus 

group would show if the results are consistent, thereby giving the research findings reliability that it 

requires. The reliability and validity is very crucial to any research study. Bryman et al  

(2011)acknowledge that reliability and validity are important benchmark in establishing and 

assessing the quality of research for the quantitative research 

 

“Validity is essentially a demonstration that a particular instrument measures in fact what it purports 

to measure (…) For qualitative data validity may be addressed through the honesty, depth richness 

and scope of the data achieved, the participants approached, the extent of triangulation, and the 

disinterestedness or objectivity of the researcher”. (Cohen, Manion, and Morrison, 2007, p.50).  

Carmines & Zeller (1979) mentioned that validity is not a measurement instrument but itself 

measuring instrument in relation to the purpose for which it is being used.  Byman et al. (2011) 

define validity as the issue of whether or not an indicator that is devised to gauge a concept actually 

measures the concept. 

 

According to Carmines & Zeller (1979) reliability is concerned with a tendency towards consistency 

found in repeated measurements of the same phenomenon. In order to have a proper insight into the 

expectations of students, the research is conveyed through open questions requesting the participant 

to state specifically what improvements, if any, that they would like to encounter in the autumn 

period 2011 begins.        
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4.0 Empirical Material 

 

In this chapter, the empirical data collect from the students through the questionnaire is present 

showing the students’ expectations on the different dimensions of service quality.  

 

THE CONTEXT OF STUDY- MÄLARDALENS UNIVERSITY 

 
Mälardalen University founded in 1977, is one of Sweden’s major universities enrolling around 

13,000 students from all around the world each year. It is the first university in the world to be 

environmentally certified by the ISO’s 14001 environmental management standards, and the first in 

Sweden to acquire working environment certification.  

 

The school of education, culture and communication; the school of health care and social welfare; 

the school of innovation design and engineering; and the school of sustainable development of 

society and technology are the 4 different departments comprising the school; these departments 

offer 68 different programs of which 12 are international master programs taught in English.  

 

Staffed by 1.000 employees, of whom there are 50 professors lecturing in a total of 900 courses, the 

University is among the major employers of the Mälardalen region; in just a few years it has 

developed from a regional university of technology into a broad academy and a powerful driving 

force in the region.  

 

Mälardalen University is an institution reputed for its close linkages with trade and industry, which is 

an important factor for its graduates’ success in the labor market after graduation.  

 

Mäladalen University’s objective is that its graduates will be highly sought after in the labor market 

in Sweden and abroad because of the standard of their education and their capacity for critical 

thinking and innovation. (www.mdh.se) 
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4.1 Student’s expectations on SERVQUAL dimensions 

Tangibles  

 The expectation of student on the tangibles dimension is high. Students  expectation on the tangible 

dimension score 7.201 out of 10.The scores on the tangible dimensions were sum and divide by the 

number of responses to obtain the average score of 7.201The result of the research shows tangible 

dimension has the highest expectation among students. Most frequent suggestion by students in 

regards to improvement on the tangible dimensions are  

-“More group rooms” (32% respondents) 

-“Heat needs to work” (28% respondents) 

-“More books at the library”(20% respondents) 

-“We can have a table tennis table or a pool table for some recreational activities like gym” (20% 

respondents) 

 

Reliability  

In the reliability dimension a number of students were concerned with the level of knowledge of the 

teaching personnel. A rather common complaint was an overall lack of proper English usage, 

students expect teachers to have a high level of proficiency in the English language. A seemingly 

common failure in information communication is also brought up. The reliability score 6.820 out of 

10.Among the respondents the expectations for improvement concerning reliability, the frequent 

suggestions were:  

 

-“Teachers need education in certain areas (English)” (56% respondents) 

-“Better webpage and course system” (19% respondents) 

-“Mistakes are made a lot regarding exam correction” (12% respondents) 

-“Better teachers, more focus on thinking than memorizing” (23% respondents) 

-“Better communication from teachers who make a lot of communication mistakes” (7% 

respondents) 

 

Responsiveness 

          In the dimension of responsiveness student expect improvement. The students’ expectations 

range from faster response when e-mailing to longer working hours. On the scale of 1 to 10, the 

expectation on the responsiveness dimension score 6.718 out of 10. These are some of the most 

frequent suggestions: 



Bachelor Thesis in Business Administration   

24 © 2011 Mac Anthony Nzube Ezeh – Daniel Castro Martins MDH 

 

 

-“Quick response to E-mail” (17% respondents) 

-“Personnel could be more available” (25% respondents) 

-“The teachers need to improve their willingness to help” (15% respondents) 

-“They send you everywhere and nobody knows anything. Send you to somebody else that possibly 

can help you but might not” (12% respondents). 

-“Better opening hours at the academy’s expedition” (6% respondents) 

 

Assurance 

In the dimension of assurance the expectation score 6.151 on a point scale of 1 -10. The most 

frequent complaint is low Knowledge level among teachers. They expect competent teachers; 

guidance for future career, employees should be versatile and knowledgeable about multiple areas, 

among other such as: 

 

-“Students need more career guidance” (10% of respondents) 

-“Knowledge level is low” (30% respondents) 

-“Need teachers that can speak better English” (45% respondents) 

-“Better knowledge from the employees” (20% respondents) 

-“Employees must be confident of the information they are providing” (5 % respondents) 

 

Empathy  

The student’s expectation on empathy score 6.352 on the scale of 1 to 10, Their expectation on the 

dimensions of empathy are; having more programs or course in English, medical department to 

extend their working hours, having more lectures. Among the respondents the expectations for 

improvement concerning empathy, the most frequent suggestions were:  

 

-“Give more lectures” (35% respondents) 

-“Some programs are providing far too little teacher led classes” (23% respondents) 

-“More programs or course options“(17% respondents) 

-“More information in English” (15% respondents) 

-“Look forward to listen to students” (10% respondents) 

The most of the respondents suggest that more lectures should be given 
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4.2 Measuring the dimensions of quality 

 

Technical dimensions 

 The expectations of students in regard to the technical dimension of quality are high, they expect 

more competent .They lament that they would like to see more competent teachers, some also 

complain that some teacher focus on memorizing rather than thinking 

 

Functional dimensions 

There are lapses in this aspect of quality dimension. Information retrieve from the questionnaire also 

show the following expected improvement in the aspect of functional dimension. Here are the some 

of the response from students: 

  

-“As an international student, sometimes I have felt that some staff treat us as free-riders, and I don’t 

want to see it” 

 

-“I would expect better teachers, less students in the lectures and seminars. And not having only one 

teacher for one year program 

 

4.3 Measuring the zone of tolerance  

The questionnaire also asses the desire and adequate level of service quality that the students hope to 

receive, in other words, the zone of tolerance of student is  measure , to know the variation in  

service they can tolerate.  

  

Desired service level 

 The students’ state their desires that are not entirely fulfilled by the school. Included in the list of 

what the students’ desires we find suggestions such as having more lectures, more books in the 

library, among others such as: 

 

-Having competent teaches. 

-“Extend the time that we can contact them (working hours)” 

-“Better teachers,  career guidance, less bias when scoring exams. More job offers to non Swedish 

speakers” 

-“Better classrooms and group/study rooms” 
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The most frequent suggestion is Better teachers, career guidance, less bias when scoring exams. 

More job offers to non Swedish speakers” 

 

Adequate service level 

       Students were asked if they consider the current service quality level at MDH as “adequate”. 

The positive responses in regard to the adequate level of service amount to 78% of the total 

respondents. Therefore we found through our research questionnaire that at MDH an adequate level 

of service quality is accomplished according to a major percentage of the respondents; however some 

instances that might need attention were also brought up:  

 

-“I would expect better teachers, less students in the lectures and seminars. And not having only one 

teacher for one year program” 

 

-“Teachers need education in certain areas (English)” 

-“The provision of all information must be in English form programs offered in English”  

 

-“I’d like study advisors to give guidance to students. Every year we have a new one for IBM 

program and she’s not really helpful (new one)”. 

 

-“Silent room in the library” 
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Figure .5 Student's expectations regarding service quality dimensions (own diagram) 
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 5.0 ANALYSIS 

 

In this section we use the theory to analyze the empirical data collected and extract the results  

 

EXPECTATION MODEL 

Desired service level: As pointed out by Grönroos (2007) the desire service is what the service 

should be. The empirically data shows that student desired expectations are competent teachers, good 

infrastructure. From the data obtain shows that some students have higher desired service level than 

others. According to Ziethaml (2006) a number of factors affect the desired service level, there are 

personal need ,this reflect the reasons why different student have different level of desired service, 

meaning that what one consider ideal service is not what the other consider ideal. Student were asked 

to rate the service level that they consider desirable. The scores were high, show high expectation on 

the desired service level. According to Parasurama et al. (1991)  reliability dimension is important in 

meeting customer expectation; that is desired service level. It can be deducted that since reliability 

dimension is essential in meeting students desire service level, and  hence the student desire service 

are not met by Mälardalen University  because the reliability dimension expectation is high and not 

met, so the current service is below the desired level and the desired level is high.   

Adequate service level: is the minimum acceptable level of service. The student state that at 

minimum, they expect teacher that are fluent in English if they have to pay school fees. The data 

obtain from the empirically material exhibit  students comment that the current teachers are not 

proficient in English, indicating that student adequate service level are not met. Also couple with the 

fact that there are alternative services providers from whom the student can chose to obtain service 

from. Zeithaml (2006,p90) note that “one of the factors that influence adequate service expectation is 

perceived service alternatives. It is other service providers from whom the customer can obtain 

service. If customer have multiple service provider to choose from, their level of adequate service are 

higher than those customers who believe it is not possible to get better service elsewhere” .Comment 

gather from the focus group attest to this hypothesis, some student say that they rather go to Britain, 

Us or Canada if the future quality of education in Sweden does not match or surpass those of US, 

Britain, and Canada, thus rising the adequate service level. The alternative service providers from 

who students can obtain service are renowned universities in these countries. Since the tuition fees of 

these universities are almost equivalent to the tuition fee at Mälardalen University, some student 

would prefer to go to those universities which they consider having a higher standard of education. 
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While some student tend to consider the present service level of Mälardalen University adequate as 

long as it is free but with tuition fee they would not consider its service adequate. The response 

shows the minimum level of service acceptable to students. Some have low adequate service level 

while others have higher adequate service level.  

DIMENSIONS OF SERVQUAL 

Tangible: The data obtain from the empirical material reveals the student expectation on this 

dimension which has the highest expectation. The result shows average score of 7.201 on this 

dimension. It shows that student place a high value on this dimension and expect improvement on 

the current tangible dimension. According to (Zeithaml, et al 2006) Tangible provides physical 

representation or images of the service that customers will use to evaluate quality. Students were ask 

to rate the level of improvement that they would like to see if they were to pay tuition fee.  Students 

point out the aspect of the facilities that need improvement Hence tuition fee creates student 

sensitivity to service quality. The tangible dimension is related to the appeal of facilities, equipment 

and material used by a service firm as well as to the appearance of the service employees (Grönroos, 

2007). From the above indication the school facilities, equipment and material matters to students. 

The measurement on the student desire and adequate service level reveals the zone of tolerance. 

Students were ask to state their desire service level and adequate service level. The difference 

between the desired and adequate service level is the zone of tolerance. The zone of tolerance 

narrows when student were ask if they have to pay tuition. Tangible dimension score 0.46 for the 

zone of tolerance, with desire service score of 7.41 and adequate score of 6.95.The diagram of 

tangible dimension illustrates the size of its zone of tolerance. 0.46 is the limit of variation in service 

that student are willing to accept, which is the zone of tolerance for tangible dimension.7.41 

represent what the student expect the service to be, that is the desire service level.6.95 stand for the 

adequate service level which is the minimum service level acceptable to student.  

                                                                     

Reliability: The student’s expectation on this dimension is slightly below the expectation on the 

tangible, but higher than the other dimensions of service quality. The average responses expectations 

of 6.820 indicate high expectation on this dimension There are numerous complaints with the level 

of service quality in regards to this dimension.. Students consider that this dimension needs 

improvement because it is essential to the service quality outcome. The response from student point 

out the aspect that student would like Malardalens University to improve like having teachers that 
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are proficient in English. Student’s high expectation results from low level of satisfaction in 

reliability dimension. There is strong recommendation from students for improvement in this 

dimension. This dimension according to Parasuraman et al. (1991) is concern with the service 

outcome which deals with reliability of service. Parasuraman et al. (1991) acknowledge that because 

customer view reliability as the service core and tend to have higher expectation for it, they seem 

least willing to relax reliability expectation. Measuring the student zone of tolerance illustrate the 

high value that student place on the dimension of reliability, thus the zone of tolerance for service 

reliability is the lowest with a score of 0.31.What this imply is that student are less tolerant to poor 

service in reliability dimension of SERVQUAL The desired and adequate service level score is 7.21 

while the adequate service levels score 6.90.The score from the desired service level  symbolizes the 

service level that student consider ideal while the score from the adequate service is the minimum 

service level that student would  acceptable . The diagram of reliability dimension illustrates the size 

of its zone of tolerance, which has the lowest zone of tolerance, the lowest score obtained from zone 

of tolerance for the reliability dimension attest to Zeithaml (2006) hypothesis that reliability 

dimension has the lowest zone of tolerance.0.31 score represent variation in service that student 

would tolerate, it is the lowest score among the five dimensions of the service quality. 

  

Responsiveness: Student expectation on the responsiveness dimension scores 6.718. Responsiveness 

means that the employees of a services firm are willing to help a customer and respond to their 

requests as well as to inform customers when service will be provided, and then give prompt service 

(Grönroos, 2007).This dimension scores the third among the five dimensions. This dimension is 

concern with the service process (how dimension).Service process deals with how the service is 

perform. Student response includes faster response to student e-mailing, the zone of tolerance for 

responsiveness is the second lowest, and score for the responsive dimension is 0.38.The score for the 

desire service level gives 7.18 while the score for the adequate service level gives 6.75.The 6.75 

score signifies the minimum acceptable service to the student, this score is relatively high when 

compared to the score of other dimension. It means that if the service level of MDH fall below this 

level student would be dissatisfied, whereas  if Mälardalen University exceed 7.18 it means that 

student expectation are surpass and student would be satisfy. The diagram of responsiveness 

dimension illustrates the size of its zone of tolerance. 
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        Assurance: Among the five dimension of the SERVQUAL, expectation on this dimension is 

low indicating that   student place low value on this dimension as compare to others. The average 

score for expectation on assurance is 6.151.This data indicate that students are not entirely 

dissatisfied with assurance dimension. The low score on the dimension of assurance does not mean 

that it is not relevant but instead it indicates that the dimension needs little improvement. However 

there are some aspects of assurance dimension that students would like Malardalens University to 

improve.  Assurance means that employees’ behavior will give customers confidence in the firm and 

that the firm makes customers feel safe. It also means that the employees are always courteous and 

have the necessary knowledge to respond to customers’ questions. Grönroos (2007).Student 

expectation on the desired expectation and adequate expectation measurement explain it zone of 

tolerance. The score for the zone of tolerance is the highest with a score of 0.63.The measurement for 

the desire service level gives 7.48while the measurement for the adequate service level gives 6.85. 

The low score for the adequate service level of assurance dimension means that it has low 

expectation among students. Low adequate service level creates a room for high zone of tolerance, 

meaning that poor service in the assurance dimension is acceptable to some extent. The desired 

service score represents the value that students assign to what the service should be. The diagram of 

assurance dimension illustrates the size of its zone of tolerance, which has the highest zone of 

tolerance 

                  

Empathy: the average score of 6.352 obtain on the dimension of empathy illustrate the relative 

importance that student place on this dimension. When measured for expectation it scores fourth 

among the five dimension of SERVQUAL. This score shows that this dimension has low expectation 

among some of the SERVQUAL dimensions. Empathy means that the firm understands customers’ 

problems and performs in their best interests as well as giving customers individual personal 

attention and having convenient operating hours. Grönroos (2007) .This dimension is less influential. 

The score obtain for the zone of tolerance for empathy dimension is 0.57 with the desired service 

level score of 7.46 and adequate service level of 6.89. The diagram of empathy dimension illustrates 

the size of its zone of tolerance. The lower score on adequate service level of empathy reflects the 

minimum values of service that students would tolerate. The 7.46 score on the desired service level 

represent the value of the ideal service and 0.57 is the zone of tolerance which is gap between the 

desired service level and the adequate service.0.57 signifies variation in service that is acceptable to 

student. If variation in service exceeds this 0.57, it would result in student dissatisfaction .This 

dimension has a wide zone of tolerance. 
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                   Fig. 6 Comparison chart among the five service quality dimensions 

 

TOTAL PERCEIVED QUALIYTY 

Functional; the data obtain from the students responses illustrate the extent of improvement that 

students would like to see. According to Grönroos (1984) functional Quality is more important to the 

total perceived service than the technical quality, at least as long as the latter quality dimension is on 

a satisfactory level. Student`s responses on this dimension support the above hypothesis, the 

responses reveals that a vast number of students would like Mälardalen University to be more 

functional dimension focus. Among the suggestions were; quick response to student needs, teachers 

should be more understanding to the student`s needs, teachers could be more helpful to students. The 

functional dimension deals with how the service is perform; it influences the customer´s evaluation 

of service quality as mention by (Grönroos, 2007). The respondents are actually concern with this 

dimension of quality. Grönroos (1984) also point out that customers will be influenced by the way in 

which the technical quality is transferred to them functionally. The functional quality dimension 

cannot be evaluated as objectively as the technical dimension. As a matter of fact, the functional 

dimension is perceived in a very subjective way. In other words, the evaluation of the functional 

dimension is individually biased.  
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Technical; the survey conduct shows that there is room for improvement in the technical quality 

dimension. Grönroos (2007) acknowledge that what customer encounter in their interaction with a 

firm is important to them and their quality evaluation. Students are also concern about this 

dimension. Grönroos (1984) note that technical dimension can be measured by the consumer in a 

rather objective manner, as any technical dimension of a product. Hence is not individually biased. 

 The responses obtain from students show a great dissatisfaction with the low level of knowledge 

among some teachers. Some student lament that they would like to have competent teachers. The 

technical dimension which is what dimension of quality deals with service outcome. The response 

from students indicates that student expectation in the technical dimensions is high but not as high as 

the functional dimension.   
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6.0 CONCLUSION 

This chapter presents the conclusion of this research study drawn from the analysis of the empirical 

data. The recommendation is also given. 

This research study explores the impact of tuition fees introduction on the expectation of student, 

having analyze the empirical data obtain using the theories employ, the authors come to the 

following conclusions: 

That expectation when measure on the five dimensions of the SERVQUAL scores above the average 

point of 5 suggesting that there is a high expectation. The high scores of each of the SERVQUAL 

dimension signify their relative importance. The high score reveals that students place value on all 

the five dimensions. (Boulding w., Karlra A., Staelin R., and Zeithaml V., 1993, p.15) note that 

expectation and perception can change over time.  The high expectation comes from the introduction 

of tuition fees in Swedish academic system. The high tuition fees incline student to demand better 

service and compare the Swedish standard of education with other countries to see if the quality of 

Swedish education is worth the tuition fees .The analysis of the empirical data reveals that the 

current service quality of Mälardalen University would not match these expectation, because the 

expectations are high. Measuring the overall expectation of student on the SERVQUAL disclose that 

is that the reliability and tangible dimension scores are quite high than the other SERVQUAL 

dimension which is in line with Parasuraman et al. (1990) hypothesis. The overall expectation 

appears to be high. 

Even though the service quality may seem ok, given the fact that students are not paying for their 

tuition fees. With the introduction of tuition fees the student’s zone of tolerance will decrease, that is 

their willingness to tolerate variation in service decreases. Zeithaml (2006) acknowledge that price 

increase tend to make customers less tolerant of poor service, the adequate service level would shift 

upward decreasing the zone of tolerance. What this signifies is that student would be dissatisfied 

with poor service or service that is below their zone of tolerance. Mudie and cottam (1993, p.57) 

mention that “customer will be dissatisfied if the adequate service is below their expected or 

anticipated adequate service level” .But a scenario of free tuition fee would allow for a high zone of 

tolerance, meaning that student would accept variation in service simply because is free. The 

narrowest zone of tolerance is observe in the reliability dimension of the SERVQUAL ,supporting 

zeithaml (2006) hypothesis that reliability dimension have the narrowest zone of tolerance …. that is 

the zone of tolerance for reliability is low, meaning that student are less willing to accept variation in 

the reliability dimension of the SERVQUALS. The tuition fee lowers student zone of tolerance 
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which in turn increase student expectation. If student have a low zone of tolerance it means that their 

adequate service level is high, implying that their minimum acceptable service level is high and so is 

their expectation. Hence there is cause and effect of tuition fee on the expectation. Meaning that 

tuition fees triggers high students expectations.  The comments obtain from focus group where 

Students were ask how they would rate the current service quality of Mälardalen University, they 

said it is ok. But when ask how they would rate current service quality if they were to pay tuition 

fees they point out that it need improvement illustrating the impact of tuition fees on the student is 

high expectation.    

As noted by Grönroos (2007), the total quality dimension consists of the functional and technical 

dimension. The student expectation fall into the functional and technical dimension measuring each 

dimension gives a high score. The introduction of tuition fee builds up high expectation on the 

technical and functional dimension, but more on the functional dimension and, it also creates student 

consciousness to the service quality, because when tuition is free they careless about the quality 

dimensions. The tuition fee raises student sensitivity to service quality The score shows that 

expectation on the dimension of functional quality exceeds the expectation on the technical quality. 

Conforming to Grönroos (2007) statement that functional dimension is more important.. For a 

student satisfaction to be achieved the functional and technical dimension of service have to be fairly 

satisfied because satisfying one without the other would not give a complete student satisfaction 

(Grönroos, 2007).  

6.1 IMPLICATION TO MANAGEMENT OF MÄLARDALENS UNIVERSITY 

 The findings from this research would aid the management of Mälardalen University to take 

effective actions gear towards service quality improvement .Understanding the Student expectation is 

vital in improving the service quality of Mälardelens University. Understanding the different model 

apply in this research would also provide them with a better knowledge of most important dimension 

of the SERVQUAL to address. From the result of the research it show that among the five dimension 

of the SERVQUAL, that the reliability and technical dimension is the most important one for 

Mälardalen University.  

This research would give Mälardalen University insight on how the tuition fee would result in high 

students expectations and if the students expectations are not met by the current standard of 

Mälardalen University, it would result in dissatisfaction as mention by Berry and Parasuraman 

(1991), therefore understanding the different aspect of expectation  pointed out in this research work 



Bachelor Thesis in Business Administration   

36 © 2011 Mac Anthony Nzube Ezeh – Daniel Castro Martins MDH 

 

and the factors that affect them  is crucial for Mälardalen University to compete effectively with 

other Swedish University for students. 

The result of this research would provide knowledge about the lapses in the school service quality, 

therefore the finding from this research is of utmost important to the university and hence forth 

Mälardalen University should improve it service quality in the five dimensions of SERVQUAL 

especially reliability and tangible. 

In conclusion, the introduction of tuition fees would raise student expectations on SERVQUAL 

dimensions, Total perceive quality and zone of tolerance.  

 

 

6.2 RECOMMENDATION  

From the research  findings ,we are confident in advising the school’s management concerning the 

zone of tolerance for reliability, which has been shown to be rather narrow when compared to other 

service quality dimensions, this comes as no surprise when taking decision  in regard  to what 

matters most to students pursuing a professional career, which is the reliability of the institution they 

enroll into, the trustworthiness that it has to give students the tools to become successful 

professionals, is expected to be nothing short of excellent.  

This means that major attention and efforts for improvement should be focus on this particular 

service quality attribute at Mälardalen University. Management should strive to meet student’s 

expectations since this is one of the factors that they can control, not meeting or exceeding student’s 

expectations would inevitably tantamount to service failure. Therefore the essence of managing 

student expectations and focusing attention to service features that have narrower zone of tolerance 

cannot be over emphasis.   
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QUESTIONNAIRE 

A survey on Mälardalens Hogkola’s quality as a service providing institution.   

Questions related to tangibles (facilities, equipment and material) 

Q: On a scale of 1 to 10, how would you rate the schools’ facilities and materials (1 bad – 10 good)?  

 

Q: how would you like to see improvement in regards to the schools’ facilities and materials? (Leave 

blank if none) 

 

Q: On a scale of 1 to 10, how would you rate the level of improvement that you expect concerning 

schools’ facilities and materials (1 bad – 10 good)?  

 

Questions related to reliability (accuracy in service, timing and no mistakes) 

Q: On a scale of 1 to 10, how would you rate the school’s overall accuracy as a service provider?  

 

Q: how would you like to see improvement in regards to the schools’ overall accuracy as a service 

provider? (Leave blank if none) 

 

Q: On a scale of 1 to 10, how would you rate the level of improvement that you expect concerning 

schools’ overall accuracy as a service provider? 

 

Questions related to responsiveness (willingness of personnel to help and respond) 

Q: On a scale of 1 to 10, how would you rate the school’s personnel on their willingness to help and 

respond?  
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Q: how would you like to see improvement in regards to the schools’ willingness to help and 

respond? (Leave blank if none) 

Q: On a scale of 1 to 10, how would you rate the level of improvement that you expect concerning 

schools’ willingness to help and respond? 

Questions related to assurance (employees behavior makes customer confident in firm) 

Q: On a scale of 1 to 10, how would you rate the employee’s behavior to make you feel confident 

about the service that you are receiving?  

 

Q: how would you like to see improvement in regards to the schools’ employee’s behavior to make 

you feel confident about the service that you are receiving? (Leave blank if none) 

Q: On a scale of 1 to 10, how would you rate the level of improvement that you expect concerning 

schools’ employee’s behavior to make you feel confident about the service that you are receiving? 

 

Questions related to empathy (the firm understands customers’ problems and act in their best 

interest) 

 

Q: On a scale of 1 to 10, how would you rate the schools’ understanding of student’s needs?  

 

Q: how would you like to see improvement in regards to the schools’ understanding of student’s 

needs? (Leave blank if none) 

 

Q: On a scale of 1 to 10, how would you rate the level of improvement that you expect concerning 

schools’ understanding of student’s needs? 
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Questions related to adequate level of expectations 

Q: According to your views, would you consider the current service quality level at MDH as 

“adequate”?  

 

Questions related to desired level of expectations  

Q: What would you expect the service quality of MDH to be if you were to pay school fees? 

Q: According to your views, how far is MDHs current service quality from the desired level of 

service you would expect if you were to pay tuition fees? Rate from 1 to 10 (1 - little, 10 - much) 

Please specify some instance. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


