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Abstract

Quality is a measure of consumer’s satisfaction in consideration of their needs, expectations, and their perception of the
performance of the services to be provided to them. Every business organization aims to offer a high quality service to its
consumers to gain customer loyalty, trust, and competitive advantage in the market. Just like other business service
providers, in the education sector, to stay competitive while delivering excellent quality education, several institutions
created their quality assurance systems and concentrated on enhancing their quality services to satisfy not only the
students as the primary customers, but as well as all other stakeholders such as the community, employees, and
parents. This study is descriptive quantitative-correlational research where it aimed at determining the level of
satisfaction with the services provided by the Graduate School of Olivarez College to their students, how these students
rated the service quality being provided, the significant differences on the satisfaction level and service quality provided,
and the significant relationship between the satisfaction level and service quality being provided to the students. To
answer all the objectives of this study, a researcher-made survey questionnaire was crafted and distributed through
Google form and personally handed to some of the 156 enrolled students at the Graduate School of Olivarez College for
the second semester of SY 2023-2024. The results were treated statistically using frequency, percentage, the average
weighted mean, the standard deviation, the analysis of variance (ANOVA) in determining the differences of the level of
satisfaction among the respondents, and the analysis of the relationship using Pearson Correlation between the
satisfaction level and the service quality. Results revealed that out of 156 enrolled students across different programs of
the Graduate School, only 153 participated and responded completely and validly in the survey questionnaire composing
of students from Master’s in Business Administration with 34; Master’s in Education-Major in Educational Management
with 53; Master’s in Education Major in Guidance and Counseling with 22; Master’s in Public Administration with 25;
and Doctor in Business Administration with 19 students. Furthermore, results showed that the students were very
satisfied with the services provided by the Graduate School in terms of quality of teaching, curriculum design, student
support services, facilities and resources, learning modalities, and research opportunities with a computed overall
weighted mean of 3.6329. Likewise, the students rated the service quality provided by the school in terms of tangibility,
reliability, responsiveness, assurance, and empathy as excellent which was evidenced by an overall computed weighted
mean of 3.62092. This means that the school is equipped with the needed service quality the students perceive and
expected to receive. As to the significant differences in the satisfaction level of the students on the services provided by
the school, the variables were noted to have no significant differences when the respondents were grouped according to
their sex, age, and academic residency, thus the null hypothesis was accepted. On the other hand, a significant difference
in their satisfaction was noted when the respondents were grouped according to the programs they were enrolled in and
the academic units earned, thus the null hypothesis was rejected. Moreover, as to the significant difference in rating the
service quality provided by the Graduate School, results showed that there were no significant differences in terms of the
students’ enrolled program and their academic residency, the null hypothesis was accepted. However, a significant
difference was found in terms of the academic units already earned by the students, thus the null hypothesis was
rejected. Furthermore, as to the significant relationship between the satisfaction level and the respondent’s rating on the
service quality provided by the Graduate School of Olivarez College, it was found that there is a positive correlation,
displaying a fairly high degree of correlation as evidenced by an R-value of 0.801 and significant value of 0.000, thus the
null hypothesis was rejected.

Keywords: Satisfaction level, service quality, student-respondents, Graduate School, perceptions on performance,
significant difference, relationship

Proceedings of the International Conference on Multidisciplinary Research on Sustainable Development (ICMRSD)
03 May 2024, Paraiiaque City College, Manila, Philippines


http://www.apjaet.com/

