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&e influence of service quality on organizational performance has captured a greater attention in corporate and academic world.
&e public universities in Malaysia are no different than such corporate world in terms of quality, services, and outcome. Hence,
investigation of the influence of academic service quality on the organizational performance in public universities in Malaysia is
the key attention of this study. A survey was conducted by drawing a sample of 435 international students from three public
universities in Malaysia, by using a questionnaire developed by modification of SERVQUAL. &e modified questionnaire
assessing academic service quality comprises of five dimensions such as academic resources, academic competence, skills de-
velopment, attitude, and responsiveness. Data obtained were analyzed by using techniques such as principal component analysis,
one-way ANOVA, correlation, and multiple regression. Results indicated that the three universities provided the same level of
academic service quality. It was also found that all the five dimensions of academic service quality significantly influenced the
organizational performance. &is study concludes by advocating the need of comparative studies between public and private
universities in Malaysia and across countries.

1. Introduction

Undoubtedly, in the last decade, a successful era of transition
and transformation is witnessed in public universities in
Malaysia [1]. Such success is attributed to experiencing
pressure from extreme competitions to securing, main-
taining, and sustaining their position on top 100 QS ranking
[1]. In accountability parade for reaching the milestone of
QS ranking, Ministry of Higher Education (MOHE) in-
troduced its Higher Education Blueprint 2015, which serves
as a successful road map to ensure quality for learning and
research outcomes. Quality Management and Enhancement
Center (QMEC) in all Malaysian public universities has
quality vision, mission, and objectives that contribute to
manage, facilitate, and conduct activities towards quality
assurance and enhancement of core processes based on the
requirements of MS ISO 9001 : 2008 and the Malaysian
Qualification Framework (MQF). Such quality systems

contribute to desirable changes as argued by Costa and
Lorente [2], in enhancing organization performance [3].

A considerable number of studies in the last two decades
have laid emphasis on the conceptualization and measurement
of service quality and its influence on a wide range of orga-
nizational outcomes [2, 4, 5]. Quality in services through ef-
fective practices of implementing quality management systems
in public universities in Malaysia has shown exponential
growth. &rough such quality practices especially in services,
the organizational performance of universities is ensured.
Hence, a wide range of studies has focused on assessing the
service quality using an influential tool SERVQUAL [3, 6–10].
However, SERVQUAL tool is criticized by a good number of
scholars like Chua [6], Oldfield and Baron [11], and Sherry et al.
[12], which is discussed in coming sections. Accepting
SERVQUAL as such or modifying it with contextual needs is
highly argued by many of abovementioned scholars, which
creates a caveat in conceptualization of service quality in
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particular in the education sector. Hence, this study intends to
fill the caveat by rigorous modification of SERVQUAL for
assessing academic service quality and statistically ensuring its
significance which we are going to discuss in coming sections.
As discussed earlier that with service quality, organizational
performance is ensured; therefore, it is important to study the
academic service quality offered by these universities and its
influence on organizational performance. Despite of the elusive
nature of the conceptualization and perceptions of quality,
there is an agreement on determination of quality parameters
by the stake holders [13–16]. Universities in particular have a
variety of stake holders such as academic faculty members,
students, parents, nonacademic staff, industry, and commu-
nity, of whom, the students are the most important stake-
holders and their views cannot be ignored [3, 5, 17]. In the
context of public universities in Malaysia, international stu-
dents are also one of the most important stake holders, and
hence, their expectations and satisfaction are taken on high
priority by the university management [18]. &e rationale
behind considering international students as one of the im-
portant stake holders is that the tuition fees they contribute is
the major income for universities and other higher educational
institutions. Hence, the importance of financial contribution by
international students to the national income (Ministry of
Higher Education (MOHE), 2012) set up a strategic plan
known as Strategic Plan ofMalaysianHigher Education in view
to achieve the goals, vision, andmission forMalaysia to become
a hub of educational excellence of higher education by the year
2020. In view to expedite accomplishment of such optimistic
vision, the Malaysian universities stepped up to increase en-
rollment of international students and made it imperative to
know the perception of these international students about
qualities and services provided by the universities. Importance
of perceptions of international students is highly advocated by a
good number of scholars like [19] in different context and [18]
in Malaysian context. &ough it is important to consider the
perceptions of other stake holders such as academic faculty
members, students, parents, nonacademic staff, industry, and
community which this study has carried out, however, this
article intends to focus on international students owing to the
above stated reasons. Also following the Malaysia determi-
nation to attractmore international students to come and study
in Malaysian HEIs, therefore, this study of international stu-
dents is wisely to be conducted. As stated earlier, Malaysian
universities ensure quality in academics through their services,
and we intend to focus on academic service quality in this
study. Studying academic service quality in isolation provides
incomplete image of quality in institutions of higher learning;
hence, in what context such academic quality should be
studied? A wide range of studies are found to be carried on
quality in terms of student satisfaction [20, 21], and such type of
studies is treated as a trivial way on approaching the issue of
service quality [22, 23]. However, there are two ways of
studying such quality issues leadership and performances.
Leadership of institutions needs to spearhead quality in terms
to demonstrate the high level of performance [1]. However,
leadership to spearhead quality is beyond the scope of this
article; hence, only service quality and organizational perfor-
mance is to be studied in this article.

&is study, therefore, intends to investigate the aca-
demic service quality and organizational effectiveness in
three public universities in Malaysia. In particular, the
study intends to explore the dimensions of academic
service quality that influence organizational performance
in the three selected universities and examine the dif-
ferences if any in service quality and organizational
performance among the three universities. &is study
intends to answer the following questions.

(1) What are the perceptions of international students
on academic service quality provided and subse-
quent organizational performance in three public
universities?

(2) Do the perceptions of international students on
academic service quality and subsequent organiza-
tional performance differ significantly in three
universities?

(3) Is there any significant relationship between various
factors of academic service quality and organiza-
tional performance in three Malaysian universities?

(4) Which factors of academic service quality are sig-
nificant predictors of organizational performance in
three Malaysian universities?

1.1. Literature Review

1.1.1. Conceptualizing Service Quality. In the past two
decades, researchers have shown their interest on service
quality which has provoked discussions on the theme of
elusiveness in terms of definition and measurement
[3, 10, 24]. In spite of their arguments, there is a common
belief and understanding among researchers that service
quality is to meeting customers’ expectations in order to
enhance organizational performance [3, 10, 25]. Growing
interest on measuring service quality, though a wide range
of instruments was used, SERVQUAL captured the ut-
most interest of researchers [3, 9, 10, 26, 27]. &e dom-
inance of SERVQUAL over other instruments was even
acknowledged by the critics [3, 9, 10, 28]. &e 22 items of
SERVQUAL categorized into the five dimen-
sions—assurance, empathy, reliability, responsiveness,
and tangibles—have provoked industries, academicians,
corporates, and practitioners [3, 6–10]. Along with it, with
modifications in the contents and number of items in five
dimensions, SERVQUAL has been used extensively to
measure service quality in a broad range of organizations
[3, 29], in universities, and other higher educational in-
stitutes [3, 9, 10]. &is is in accordance with assertion by
Parasuraman et al. [26] that, with modification in con-
structs, SERVQUAL supports for service quality research
studies in measuring service quality in different contexts.

1.1.2. Service Quality in Higher Education. As discussed
earlier, a common agreement on quality definition and
perception of quality confirms that quality needs to be
determined by the stakeholders [3, 7, 10, 25] and customer
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focus is undebatable necessity [30]. Webb et al. [31] argues
that “it is logical and intuitive that beneficial strategic in-
sights can be gained when the firms take into account their
customer’s view on the organizational level of service
quality.” In particular, a wide range of customers such as
parents, academic faculties, students, industries, linkages,
and community are served by universities and views on
quality cannot be ignored, as it brings forward a big ar-
gument that whose views are prime. As mentioned earlier,
the 22 items of SERVQUAL categorized into five dimen-
sions—assurance, empathy, reliability, responsiveness, and
tangibles—have provoked industries, academicians, corpo-
rates, and practitioners [3, 6–10]. In spite of such huge
admiration of SERVQUAL, this instrument has faced a lot of
criticism in research studies focusing higher educational
service quality. First, this instrument SERVQUAL measures
the gap between services expected and services received.
However, this notion of studying gaps is highly criticized by
Chua [32], Oldfield and Baron [11], and Sherry et al. [12], as
these researchers found that the gap scores obtained could
not provide a true picture. &ese scholars further argue that
some of the dimensions only cater to the need of other
service sectors not education and recommended to use
SERVQUAL in isolation as service received. However, in this
study, we have considered international students as one of
the important customers and paid attention to their per-
spective on service quality. As mentioned earlier, keeping in
view the prime focus of this study perception of interna-
tional students and perspectives on quality in Malaysian
context, we have focused two different notions of service
quality measurements:

(1) Conceptualization of service quality by Owlia and
Aspinall [33] which emphasizes on academic re-
sources, content, attitude, and competence

(2) Waugh [34] frameworks with emphasis on empathy,
reliability, assurance, and responsiveness

Since this study is focused on perception of international
students’ inMalaysian context, some of the dimensions from
SERVQUAL, Owlia and Aspinall [33] and Waugh [34], are
either replaced or discarded. For example, tangibles are
replaced by academic resources as per recommendation of
Owlia and Aspinall [33]; competence is modified to aca-
demic competence and content to skills development as
described by Malaysian Education Framework. &e sub-
scales of the instrument for measurement of higher edu-
cation academic service quality are described in Table 1.

1.1.3. Conceptualizing Organizational Performance.
Organizational performance in Malaysian context is highly
debated in terms of satisfaction of stakeholders [35].
Scholars like Majid [36] and Yunus [37] have asserted that
for sustainability of any institute of higher education in
Malaysia, organizational performance is vital. &ese scholars
further emphasized on various factors that determine or-
ganizational performance in Malaysian higher education
context related to satisfaction of customers with services,
facilities, image, quality of products, and market value of

graduates through employability. &ese factors are in total
agreement with the factor stated by &omas and Maru [3]
who studied the performance in terms of facilities, pro-
grams, services, image quality of graduates, responsiveness
to student concern, and graduation rates of students; hence,
in this study, the organizational performance is examined in
relation to academic service quality as discussed above.

2. Methodology

In this study, the influence of academic service quality on
organizational performance in public universities in
Malaysia is explored through a survey. Such exploratory
research design is appropriate in investigating and under-
standing the context of service quality and organizational
performance, &omas and Maru [3]. &e survey was carried
out in three public universities inMalaysia with approximate
population of 8000 international students. From such
population, a sample of 435 students was selected. &is
sample size was sufficient as the minimum required sample
for such population is 367 [38]. First, the systematic sam-
pling method was utilized to select five faculties from each
university. &en, 29 respondents were randomly selected
from these faculties, thus making 145 respondents from each
university to ensure equality. &e respondents were pro-
vided with a specifically designed questionnaire. Before
administration of the questionnaire for the actual study, the
questionnaire was pretested through a pilot study in a public
university in Malaysia which was not a part of this study.
Cronbach alpha was used to test internal consistency.

2.1. Data Collecting Tool. A questionnaire on academic
service quality drawn upon a wide range of literature and
from three different framework and models such as
SERVQUAL [39, 40] and the service quality model by Owlia
and Aspinall [33] and Waugh [34] was designed to collect
data. &is questionnaire on academic service quality in-
cluded five dimensions, which are, attitude, academic
competence, academic resources, skills development, and
responsiveness.

Attitude anchored on abilities of academic staff in un-
derstanding and meeting academic needs of students. Ac-
ademic competence anchored on a wide range of
competencies such as pedagogical skills, communication
skills, and theoretical and practical knowledge of faculty
members that directly influence learning. Academic re-
sources anchored on a wide range of facilities provided that
are essential for academic development of students. Some
examples are physical and digital library, laboratories, in-
structional materials, and journals. Skills development an-
chored on various skills such as communication skills,
leadership skills, life-long learning skills, and ethical and
moral skills that are the key domains of Malaysian Quali-
fication Framework. Responsiveness anchored on readiness
and willingness of faculty members in helping students and
exhibiting courteous and polite behaviour towards students.
While, nine items were adopted from&omas and Maru [3]
to rate organizational performance. &ese items included
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facilities, programs, services, image quality of graduates,
responsiveness to student concern, and graduation rates of
students. All of the items of service quality and organiza-
tional performance were measured through five-point rating
scales 1–5, where 1 represented strongly disagree and 5
represented strongly agree.

2.2. Data Analysis Procedure. Data obtained through ad-
ministration of the questionnaire was subjected to various
statistical techniques such as Cronbach’s alpha to test in-
ternal consistency [41], principal component analysis with
varimax rotation to extract factor loadings with subsequent
extraction of dimensions [41], descriptive and inferential
through ANOVA to explain the difference of means among
perception of students in three public universities, corre-
lation and multiple regression analysis to determine the
relationship existing between two variables, and influence of
academic service quality on organizational performance
[42]. Prior to using analytical methods, normality, validity,
and reliability of constructs were measured. Variance in-
flation factor (VIF) was also calculated to test the absence of
multicollinearity using the recommended threshold of VIF
values less than 10 [41]. &e VIF values were all acceptable at
score 2.0.

3. Results and Discussion

&is section presents reliability statistics, principal compo-
nent analysis descriptive statistics in terms of means and
standard deviations, one-way ANOVA, correlation, and
multiple regression analysis results calculated from data
obtained by administration of the questionnaire designed to
study perception of international students on academic
service quality and organizational performance in three
public universities. As discussed earlier, the questionnaire
was distributed to 435 international students, and all of the
435 respondents administered the questionnaire; the rate of
response rate was 100% from three selected public uni-
versities in Malaysia.

3.1. Reliability Statistics. Interitem analysis is used to con-
firm the scales of service quality dimensions and organi-
zational performance for reliability. In particular,
Cronbach’s α is calculated for each scale as suggested by Hair
et al. [41]. Internal consistency for 5 items of skills devel-
opment is found consistent with Cronbach α� 0.903, re-
sponsiveness (3 items) with Cronbach α� 0.892, academic
competence with Cronbach α� 0.841, attitude (4 items) with
Cronbach α� 0.838, academic resource (4 items) with
Cronbach α� 0.836, and organizational performance (9
items) with Cronbach α� 0.899. All internal consistency
scores are >0.7 which is acceptable threshold [41].

3.2. Factor Analysis. As evident from Table 2, five factors of
service quality were extracted through principal component
analysis which accounted for 86.4% of total variation. A
cutoff of 0.50 was used for item scale selection, and varimax

rotation was used to identify interpretable structure. Five
principal components were obtained corresponding to 5
service quality measures from factor loadings of items.
Besides, the degree of the correlation between the variables
through Bartlett sphericity (p< 0.001) and appropriateness
of the sample according to Kaiser–Meyer–Olkin index
(KMO< 0.85) was also verified. Similarly, the organizational
performance was subjected to factor analysis of the item, and
the results are accepted following the Kaiser–Meyer–Olkin
index of 0.81 and significant Bartlett sphericity [41]. &e
results verified the construct validity of the instrument used
and signified the appropriateness of the factors for each
construct in the context ofMalaysian public universities.&e
results are in accordance with the findings by various
scholars [29, 43] who claim that the five dimensions of
SERVQUAL with modifications in contents and number of
items can be used to measure service quality across various
organizations and in institutes of higher learning [3, 9, 10].
&ese results also support the claim by Parasuraman et al.
[26] that SERVQUAL with adjustments and content
modifications can be used for specific needs.

3.3. Descriptive Statistics and ANOVA. Student perception
on five dimensions of service quality and organizational
performance was drawn out through administration of a
questionnaire. From Table 3, it is evident that student
perception on service quality and organizational perfor-
mance is highly positive. Students from these three uni-
versities recognize academic resources to be the most
dominant service quality dimension.&is is attributed to the
initiatives taken by Ministry of Higher Education in
Malaysia in providing a high quality infrastructure and
adequate resources such as laboratories, workshops, re-
source centers, and easy access to various online libraries
and journals. &ese resources are crucial for intellectual
development of students and create the conducive learning
environment for students [3, 44].

&e second important dimension recognized from the
perception of students is academic competence.&e theoretical
and pedagogical knowledge of teaching staff, expertise in
teaching and research, and communication skills are the crucial
quality elements prerequisite for academic staff as documented
in Malaysian Qualification Framework. &is attributes to the
top management of universities in recruiting competent aca-
demic staff and probity of academic staff towards teaching and
the learning process and equips academic staffwith pedagogical
knowledge and skills. Importance of pedagogical knowledge
and skills is highly advocated by scholars like Robinson and
Hope [45] and Kamel [46]. &ese scholars argue that peda-
gogical knowledge and skills of faculty members improves
academic competence of them in lieu, and they show their
confidence in teaching and research by communicating with
students with high confidence.&e findings of this study are in
high agreement with Robinson and Hope [45] and Kamel [46],
as faculty members in these three universities are rated highly
by the students.

Following academic competence, skills development is
recognized as the third important dimension perceived by
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students in these three Malaysian universities. It reflects that
academic staffs in these universities have competencies in
developing skills such as communication, leadership, life-
long learning, teamwork, and moral and ethical crucial to
Malaysian Qualification Framework. &ese skills are con-
sidered as most significant contributors of employability and
long-term sustainability of graduates [47, 48]. &e findings
of this study suggest that with the ability to develop a wide
range of skills, the academic staff of these three Malaysian
universities significantly develop competencies of employ-
ability and sustainability of their graduates, and these
findings are in agreement with [47, 48].

Attitude and responsiveness are the last two dimensions
recognized from the perception of students. &ese two di-
mensions corresponding to the extent of realizing students’
academic needs, guiding students, and readiness in helping
and responding to students are highly subjective. Malaysian
public universities cater to the needs of students from
various continents, nations, races, and ethnic groups
through academic staff from diversified background. Such
diversification accounts for diversified needs and ways of
meeting it. Even though these two dimensions have the least
ratings compared to the earlier three, the complexity of
realizing academic needs or helping and responding to
students in diversified environment needs more exploratory
outlook and depends on individual academic staff’s abilities
and university top management initiatives in developing
these abilities in academic staff.

It is also found that perception of international students
regarding organizational performance of their university is
highly positive in all three universities in Malaysia. &is
reveals the satisfaction of international students with per-
formance of their university. It clearly signifies that satis-
faction of customers with services, facilities, image, quality of
products, and market value of graduates through employ-
ability in these universities is in agreement with Beh [35],
Majid [36], &omas and Maru [3], and Yunus [37].

Findings from one-way ANOVA indicates that the
perception of students for five dimensions of academic
service quality and single construct of organizational per-
formance do not differ significantly across the three public
universities in Malaysia. &ese findings are in agreement
with &omas and Maru [3], where it was found that the
service quality and performance in three African universities
do not differ significantly on the basis of student’s per-
ception. &ese results clearly signify that these three

universities are successful in providing academic service
quality and performance as expected by Ministry of Higher
Education in Malaysia.

3.4. Correlation between Service Quality and Organizational
Performance. &e relationship between the five dimensions
of academic service quality and organizational performance
was explored through Pearson’s product moment correla-
tion. &e correlation that established the relationship be-
tween service quality and organizational performance is
shown in Table 4.

In Table 4, the correlation analysis shows that all the five
dimensions of academic service quality are significantly
correlated with organizational performance. &e correlation
coefficient of organizational performance with academic
resources was r� 0.72; p< 0.01, academic competence
(r� 0.68; p< 0.01), skills development (r� 0.65; p< 0.01),
responsiveness (r� 0.62; p< 0.01), and attitude (r� 0.59;
p< 0.01). Intervariable correlation ranges between r� 0.57
and r� 0.72. &ese results are consistent with the earlier
studies which confirm that improvement in quality increases
the organizational performance [3, 49].

3.5. Regression Analysis. Influence of academic service
quality on organizational performance was verified using
regression analysis. It is found that the academic service
quality accounts for 58.4% of variance in organizational
performance as given in Table 5. Evidences from regression
coefficients reveal that all five dimensions of service quality
significantly and positively influence organizational per-
formance. In terms of the relationship between predictor
variables and dependent variables, the standardized betas
reveal that academic resources (β� 0.356), academic com-
petence (β� 0.314), skills development (β� 0.295), attitude
(β� 0.284), and responsiveness (β� 0.281) significantly and
positively influence organizational performance. Further
examination indicates that academic resources and aca-
demic competence have the largest effect on organizational
performance followed by skills development, attitude, and
responsiveness as given in Table 5. &is confirms the
dominance of academic resources and academic competence
to organizational performance and can be argued that by
providing adequate academic resources and competent
academic staff, universities in Malaysia have stepped ahead
to achieve the targets set by Higher Education Blueprint 2015

Table 1: &e survey instrument for academic quality services.
Quality dimension Sample items No. of items
Academic resources Adequacy of resources, e.g., physical library, resource center, laboratory, and digital library 4
Academic
competence

Academic and pedagogical knowledge of teaching staff, expertise in teaching and scholarship, and
communication skills of teaching staff 4

Skills development Degree to which various programs develop communication, leadership, team work, life-long learning
skills, and moral and ethical skills 5

Attitude Extent to which the faculty members understand and fulfil students’ academic needs, guide, and
advise students 4

Responsiveness Willingness to help students, courteous and polite, and readiness to respond 3
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towards top 100 QS ranking. As asserted by scholars like
Hope and Robinson [45] and Kamel [46], academic re-
sources and academic competence are two important factors
which students expect from their learning organization, and
hence, it can be advocated from these findings that both
these factors are contributing significantly for enrollment of
students in Malaysian universities. It is also envisaged that
skills development, attitude, and responsiveness also sig-
nificantly contribute to organizational performance. In

particular, the importance of skills development in em-
ployability and sustainability of a graduate was advocated by
[47, 48]; Malaysian universities are now preferred by in-
ternational students in pursuing their higher education.

As mentioned earlier, this study has utilized three dif-
ferent frameworks to describe academic service quality and
most of its dimensions are modified and renamed as per the
local Malaysian universities context, and it can be argued
that local context provides a better understanding for

Table 2: Principal component analysis for academic service quality.

Academic resources Academic competence Skills development Attitude Responsiveness
Item 1 0.837 x x x x
Item 2 0.818 x x x x
Item 3 0.848 x x x x
Item 4 0.864 x x x x
Item 5 x 0.779 x x x
Item 6 x 0.801 x x x
Item 7 x 0.786 x x x
Item 8 x 0.712 x x x
Item 9 x x 0.833 x x
Item 10 x x 0.827 x x
Item 11 x x 0.814 x x
Item 12 x x 0.788 x x
Item 13 x x 0.746 x x
Item 14 x x x 0.811 x
Item 15 x x x 0.736 x
Item 16 x x x 0.685 x
Item 17 x x x 0.762 x
Item18 x x x x 0.581
Item 19 x x x x 0.637
Item 20 x x x x 0.791
Eigen values 3.74 3.41 3.13 2.87 2.65
Percentage of total variation 22.7 20.5 17.6 14.8 10.8
Cumulative percentage of variation 22.7 43.2 60.8 75.6 86.4
Notes: varimax with Kaiser normalization; all loadings less than 0.5 are compressed.

Table 3: Descriptive statistics and ANOVA results for academic service quality and organizational performance.

University 1 University 2 University 3 F value p value

Academic resources Mean 4.43 4.41 4.49 1.36 0.12SD 0.67 0.64 0.71

Academic competence Mean 4.42 4.36 4.38 1.12 0.32SD 0.65 0.74 0.77

Skills development Mean 4.35 4.29 4.31 1.09 0.71SD 0.74 0.69 0.74

Attitude Mean 4.24 4.19 4.21 1.47 0.27SD 0.69 0.63 0.68

Responsiveness Mean 4.14 4.05 4.09 1.27 0.36SD 0.62 0.67 0.60

Organizational performance Mean 4.26 4.18 4.23 1.52 0.49SD 0.68 0.62 0.641

Table 4: Correlation between academic service quality dimensions and organizational performance.

Academic resources Academic competence Skills development Attitude Responsiveness
Organizational performance 0.72∗∗ 0.68∗∗ 0.65∗∗ 0.59∗∗ 0.62∗∗
∗∗p< 0.001.
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academic service quality, rather than using SERVQUAL as
in its original form. &is is further evidenced by the di-
mensions such as skills development, attitude, and re-
sponsiveness which are significant predictors of
organizational performance as these dimensions too are
derived from the context of Malaysian universities. In fact, in
all Malaysian universities, lecturers are evaluated by the
students for each course taught to them, and most of the
content areas besides resources and competencies are re-
flected by skills development, attitude, and responsiveness.
&is can be further argued that academic staffs in Malaysian
universities are not only competent in providing skills de-
velopment but also in spite of facing various challenges as
discussed earlier, they leave no stone unturned in helping
students, meeting their needs and providing a responsive
system for students. Such academic service quality provided
by Malaysian universities is transforming Malaysia into
global educational hub in Asia.

4. Conclusions

&e present study proves that the adjusted and modified
dimensions of SERVQUAL have successfully captured ac-
ademic service quality in public universities in Malaysia.&e
perception of international students on academic service
quality and organizational performance is found to be
positive. Dominance of academic resources and academic
competence is established while importance of skills de-
velopment, attitude, and responsiveness are also confirmed
in three Malaysian universities. Such results indicate that
academic faculty members in public universities in Malaysia
are highly competent in delivering academic service quality,
which attracts international students pursuing studies in
Malaysian universities. Academic faculty members in these
universities not only care for academic well-being of stu-
dents but also are deeply involved in developing skills in
students. With their positive attitude and responsiveness
towards issues related to students, they have created a sound
flawless academic quality system. Organizational perfor-
mance as expressed in terms of facilities, programs, services,
image quality of graduates, responsiveness to student con-
cern, and graduation rates of students highly rated by
students clearly indicates the satisfaction of international
students with service quality provided by the university.
However, no significant differences in academic service
quality and organizational performance among the three
universities are observed.

5. Implications

&e findings imply the concurrence in policies, quality issues,
and initiatives taken by Ministry of Higher Education in
Malaysia towards their Education Blueprint 2015. &is further
adds to wisdom of academic faculty members in these uni-
versities in dealing with initiatives of Ministry of Higher Ed-
ucation in fulfilling their vision through implementing best
parameters of academic service quality. Furthermore, all the
dimensions of academic service quality show a significant
influence on organizational performance and confirmed the
relative importance of each dimension of academic service
quality on organizational performance in universities in
Malaysia.

&is study confirms the adoption of principles of
academic service quality as a necessary condition for
organizational performance particularly in universities in
Malaysia; however, such principles should address the
local and organizational issues. As evident, all the di-
mensions of service quality are modified as per Malaysian
universities context taking into consideration ISO and
Malaysian Qualification Requirements; this study has
further confirmed the importance of quality in higher
education as a social and political issue with implications
on local context [49].

6. Suggestions for Further Research

Since public universities are caught up with variety of
issues such as globalization, accountability, competition,
and global ranking, implications of this study demand
further research studies on comparing private and public
universities in Malaysia and interuniversity comparisons
across countries. It is also suggested to have a comparative
study among students (local and international) in these
universities. &is study has utilized quantitative approach
to address its findings; it is suggested that exploratory and
mixed method approaches will lead to more under-
standing on the issue.&e findings of this study will enable
policy makers and administrators to explicitly look upon
the areas of concerns and improve upon. It is also sug-
gested that policy makers, administrators, and stake
holders in Malaysia should work in collaboration to de-
velop the comprehensive and contextual perspectives of
academic service quality and organizational performance
which can contribute to mobilizing its universities in
higher ranking.

Table 5: Regression analysis for effects of service quality on organizational performance.

Model
Standardized coefficients Collinearity diagnosis

β t p Tolerance VIF
Academic resources 0.356 6.251 0.00 0.521 1.623
Academic competence 0.314 6.154 0.00 0.507 1.746
Skills development 0.295 6.542 0.00 0.538 1.826
Attitude 0.284 6.338 0.00 0.522 1.541
Responsiveness 0.281 6.470 0.00 0.514 1.712
Notes: R2 � 0.589; adjusted R2 � 0.584; F� 87.68; p � 0.000. Dependent variable, organizational performance.
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Data Availability

&e raw data obtained as a result of administration of in-
struments used are a part of a large scale study and will be
used for further research by authors themselves. Hence, the
raw data cannot be shared. &e analyzed data can be shared
after publication of this manuscript and are available from
the corresponding author upon request.
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