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ABSTRACT 

Higher educational institutions are striving to gain a competitive advantage over their rivals in today's 
competitive environment. The aim of the study is to investigate the impact of perceived service quality 
on the dimensions of teaching excellence, quality of academic programs, faculty involvement, and 
institutional environment on higher educational institution image, and the mediating effect of student 
satisfaction. This study used a simple random sample of 436 respondents from the Pakistani higher 
educational institutions. The PLS-SEM regression analysis revealed a significant positive effect of 
perceived service quality on student satisfaction and the image of higher education institutions. 
Similarly, the results also depict a significant positive effect of student satisfaction on higher education 
institution image. The results of the model from the Macro Process indicate that student satisfaction 
mediates the relationship between perceived service quality and higher education institutions' image. 
The findings of the study suggest that the dimensions studied could be used as the strategy to attract 
local and international students as well as to improve student satisfaction which might be resulting in a 
better institution image.  High quality of education in Pakistan HEIs and building a positive image can 
lead to attract students from cross borders for higher education.  

Keywords: perceived service quality, student satisfaction, higher education institution image. 

 

1. INTRODUCTION 

The service industry is emerging with customer needs due to the customized services 
opportunities for organizations according to customer demands. Because of the 
customized services opportunities for organisations based on customer demands, the 
service industry is emerging with customer needs. Sales are influenced by market 
factors such as educational institutions, which are confronted with the two basic facts 
of increased competition and customer perceptions of the product (White, 2019). The 
service industry is distinct from the manufacturing industry due to its evolving nature; 
however, economic uplift is based on the service industry (Ranasinghe & Herath, 
2021). While focusing on such parameters, the competitiveness of the service industry 
can be observed due to the quality of the service industry, because a quality service 
provider is a key to successful development (Solimun & Fernandes, 2018). Customers 
are likely to receive services due to quality because service quality assists the 
business in increasing sales, positive word of mouth, feedback, and customer loyalty 
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(Annamdevula & Bellamkonda, 2016). Organizations also focus on service 
differentiation to identify these factors. Continuous improvements in educational 
institutions are essential to improve efficiency and progress due to the lack of 
inclusion, especially in higher education. Higher education has the least barriers to 
accomplishing this goal (White, 2019) 

The transformation of higher education institutions (HEIs) has been initiated since the 
1990s. Watson & McGowan (2019) reported that higher education is improving 
because of a higher quantity of students and competition among students. The 
concept of quality in educational institutions is of primary concern for students' 
satisfaction. HEIs face fundamental problems in quality management because of the 
service sector and services as per demand. Most studies have acknowledged the 
importance of measuring HEIs in service quality and student satisfaction. In this 
regard, mutual harmony between service quality and satisfaction is critical. A study 
conducted by Annamdevula and Bellamkonda (2016) indicated that the procedure of 
the satisfaction measure and definition of best practices in terms of service quality had 
not been explored effectively. The measure defines the narrative and clear stance to 
understand the service quality and satisfaction level of students and the interaction of 
the students leading towards loyalty (Hashim et al., 2020).  

According to Ali et al., (2016), HEIs' primary customers are students who are also 
considered primary partners because they purchase educational services. The 
selection of an educational institute was based on student selection and choices based 
on specific parameters. However, satisfaction from the selected institute brings about 
a short-term approach for students from the provided services (Sheila et al., 2021). 
These services can be related to lectures, environment, availability of promised staff 
capability, and competitive materials (Annamdevula & Bellamkonda, 2016). After 
satisfying services from educational institutes (HEIs), loyalty and positive word of 
mouth were generated, indicating that students are satisfied with these services. 
Students have become advocates for these institutions. As in the current study, the 
focus is on the role of perceived service quality and its relationship to enhancing the 
image of HEIs. Service quality factors are based on HEIs' mediation process in 
providing such services, thereby enhancing their image (Padlee & Reimers, 2015). In 
another study by Sheila et al. (2021), students and faculty members were primary 
stakeholders. Therefore, the satisfaction concern is important to enhance the 
organization's image.  

2. LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT  

2.1 PAKISTANI HEIS 

The quality of education services and the actual dimensions of Pakistani HEIs must 
be investigated. According to Altbach, Reisberg, and Rumbley (2019), student 
satisfaction can influence the actual dimensions of service quality. UNESCO evidence 
indicates a continuous decline in the quality of education in Pakistani institutes due to 
a lack of attention by the teaching faculty to specific quality dimensions (Nousheen et 
al., 2020). Private and public universities in Pakistan with varying standards show that 
not a single university is among the top 100 in the world (Habib, 2021). The perceived 
quality and its impact on improving the image of HEIs in Pakistan will also describe 
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educational standards. As a result, it is critical to investigate perceived quality, 
satisfaction, and the primary goal of this study is to examine the role of student 
satisfaction in mediating the relationship between perceived service quality and HEI 
image in Pakistani HEIs. 

2.2 PERCEIVED SERVICE QUALITY  

The literature on service quality in higher education institutions has been extensively 
researched from various parts of the world (Altuntas& Kansu, 2019). Generally, 
service quality is customer assessment of overall excellence and superiority of service 
(Fatima, Malik & Shabbir, 2018). Over the last few years, there has been significant 
progress in this area. However, there is still a research gap in this area. Perceived 
service quality in education has been defined as the worldwide assessment or 
transformation of services toward excellence (Afthanorhan et al., 2019). Tar and Dick 
(2016) attempted to describe quality management by taking into account customer 
assumptions in their study. The aspect can be linked to teaching excellence (TE) and 
management's dedication to quality management. Perceived quality is also defined as 
students' perspectives and extent as customer prevalence management. 
Simultaneously, in terms of assessment through such parameters, the actual concept 
of service quality is not imposed. Furthermore, perceived quality is measured by this 
model associates high-quality management with higher levels of satisfaction. Most 
researchers do not take into account all five quality components (Cronin & Taylor, 
1992). A perceived service quality that matches actual service quality levels promotes 
personality development and attracts more students in the future. Silva et al., (2017) 
conducted a study that provided an idea of management quality components as well 
as student satisfaction based on seven measurements including educational plan, 
workforce, staff, contact organisation, responsiveness, notoriety, and actual proof to 
admit in the offices. Lee, Kang, and Kang (2019) defined five quality measurements: 
programme issues, capacity to set operations, areas, actual angles, and programme 
cost. Because of the increased number of higher education institutions, the quality of 
advanced education has changed dramatically. The study is being carried out to 
assess the perceived service quality role in order to improve the image of HEIs in 
Pakistan. 

2.3 SERVICE QUALITY AND STUDENT SATISFACTION IN HEIS OF PAKISTAN  

According to Donlagic and Fazlic (2015), students and faculty members are the 
essential shareholders in the HEIs. In another study by Abedi (2018), higher education 
was the basis of societal, radical, financial, and information-based growth. This has 
led to competitive HEIs, growth, and international development. Students' demands 
are also increasing, developing a prospect for the HE to provide service quality (Tari 
& Dick, 2016; Uysal, 2015). Most researchers have identified measurement 
instruments for finding the factors of student satisfaction at HEIs, including Mendes 
and Lourenço (2018), Weerasinghe and Fernando (2018), 

And Douglas, McClelland, and Davies (2015). Service quality is an obligation that 
indicates the requirements for student satisfaction (Tijjani, 2019).Paricio (2018) 
disclosed that HE students' satisfaction is linked to their institutional status and position 
in the competitive market. A study conducted by Murray (2018) indicated that 
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respectful institutions in HEIs also assess expectations and perceptions statistically to 
offer and provide guaranteed services and address requirements of the customer 
which are said to be the students. The satisfaction level of students pertains to the 
future monetary value of HEIs, based on the faculty availability, performance-based 
feedback, and managing student's requirements. Afridi (2016) highlighted the concern 
that institutions focus on addressing the needs of students only for the sake of the 
image and competitiveness in the market, and without meeting the satisfaction level 
through effective quality, it is not possible. These institutions focus on finding students' 
needs, requirements, desires, and perceptions to bring a similar system (Islam 
&Himel, 2018).  

2.4 TEACHING EXCELLENCE AND IMAGE OF THE INSTITUTE  

According to Bumjaid and Malik (2019), quality has different meanings for different 
students because only a few people associate quality with quantifiable objectives. To 
highlight the critical quality measures, simple markers are required. These are also 
affected by the institution's image (Swail, 2011). In this course, the most important 
factors for pursuing education are teacher fulfilment and succession fulfilment. To 
maintain the image, the skilled institutes employ a valuable reflection of utilitarianism 
techniques. To build quality, educational institutions are firmly approaching the 
persuading quality components, including leisure activities. The hypothesis proposed 
against the variable is H1, which is anticipatedto test the variable.  

H1: Teaching excellence has a significant impact on enhancing theHEI's image. 

2.5 QUALITY OF ACADEMIC PROGRAMS AND IMAGE OF INSTITUTION 

The institutions enhance academic program quality to develop their image (Abbas, 
2020). In such a concern to improve the quality, teacher-student interaction, learning, 
environment provision, and leisure activities opportunities. The quality of academic 
programmes (QAP) has an impact on the creation of student satisfaction, which is also 
studied by a large number of researchers (Ejubovic&Puka, 2019; Alamri, 2019; 
Gatfield, Owston, York, & Malhotra, 2019). The academic programme is formed by 
involving services that correspond to the programme features, as these are 
responsible for directing the image and ranking of universities in the education sector 
(Sharma et al., 2020; Razinkina et al., 2018).Thus, the proposed H2 is as follow: 

H2: Quality of academic programs has a significant impact on enhancing the image of 
HEI's. 

2.6 FACULTY INVOLVEMENT AND INSTITUTION IMAGE  

Reeves et al., 2017 have described that teaching faculty involvement (FI)is the main 
factor in improving the students' satisfaction. Teeroovengadum, Nunkoo, Gronroos, 
KamalanabhanandSeebaluck (2019) have added that satisfaction can also be related 
to non-academic functions, including relationship building of faculty and 
communication. Other functions of the faculty involvement include university 
reputation, administration, focal persons, acknowledgment, and services (Alamri, 
2019). A few other factors are the religious life of the faculty member, performance, 
social life, family influence, and employment also develop the institution's image. The 
following hypothesis is proposed Based on the above literature. 
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H3: Faculty Involvement has a significant impact on enhancing the image of HEIs 

2.7 INSTITUTIONAL ENVIRONMENT AND IMAGE OF INSTITUTION 

The institutional environment (IE) directly impactsWoodruffe-Burton (2015) presented 
the twelve factors of study room climate, course readings, agreeable climate, size of 
the class, instructional exercise, school and personnel relationship, support offices, 
and responsive workforce (Woodruffe-Burton, 2015).The service provision through 
institutions and compromised teaching quality. The institutional environment is a sign 
of high quality to improve service measures. The hypothesis developed for the variable 
based on literature is H4.  

H4: Institutional environment has a significant impact on HEIs image development. 

2.8 SATISFACTION AND HEI IMAGE 

 The study conducted by Shahijan, Rezaei, and Guptan (2018) has elaborated 
that the image of the university is directly linked with satisfaction. Furthermore, the 
satisfaction impact is identified as a mediating mechanism between the university and 
commitment (Gunawan&Wahyuni, 2018). The university image is depicted as a 
phenomenon that will prepare students for their selection. The following H5 is 
suggested. 

H5: Student Satisfaction has a significant impact on HEI Image. 

2.9 THEORETICAL FRAMEWORK 

Figure 1 depicts the theoretical framework based on the discussion in the literature 
review section. In this study, the dependent variable is student satisfaction, and the 
independent variables are teaching excellence, institutional environment, faculty 
involvement, and academic programme quality.  

 

 

 

 

 

 

 

 

 

Figure 1: Theoretical framework 

3. METHODOLOGY 

A quantitative research design is selected for the study to measure the relationship 
among dependent and independent variables. The study is cross-sectional and 
quantitative in nature, where the unit of analysis is individual. A self-administrated 
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survey questionnaire was adapted to conduct the research from a sample of 436 
individuals. 

3.1 MEASURES AND ANALYSES  

The study aims to examine the impact of teaching excellence, faculty involvement, 
quality of the academic program, and institutional environment on institution image 
with mediating role of student satisfaction. The adaptive technique was used in the 
data collection process through an adapted questionnaire. Scale for teaching 
excellence, Khan and Usman's (2015) scale for faculty involvement, Stukalo & 
Lytvyn's (2021) scale for the quality of academic programs, and Garwe, Thondhlana 
& Saidi (2021) scale for the institutional environment were used to formulate the 
instrument of service quality. Furthermore, for the students' satisfaction, the scale used 
by Shahijan, Rezaei, and Guptan (2018) was used. The questionnaire included the 5-
pointLikertscale indicating they strongly disagree (1) to strongly agree (5). For 
mediation analysis, model 4 of Hayes's (2013) macro process has been used. 

3.2 SAMPLING AND DATA COLLECTION 

The sampling technique includes choosing a representative subset of the population 
to test the relationships proposed (Sekaran & Bougie, 2016). The population of the 
study was university students. For the present study, the simple random sampling 
technique has been used to collect the data. For collecting the data, the structured 
questionnaires were distributed among the students of the targeted and selected 
universities within the higher education sector of Pakistan. A self-administrated survey 
questionnaire was adapted to conduct the research from a sample of 436 individuals. 

4. DISCUSSION AND RESULTS 

The study has elaborated the impact of various variables of teaching excellence, 
quality of academics, faculty involvement, and institutional environment to develop 
students' organizational image and satisfaction. Garwe, Thondhlana, &Saidi (2021) 
also worked for similar variables to assess the impact. The results have been 
delivering the meaning of increased teaching excellence and its positive impact on the 
organization's image and students' satisfaction level. The institutional environment 
shows a significant negative relationship with outcomes of learning Timakova, 
Maiseyenko & Iliukhin, (2020). Most studies, including Brown and Mazzarol (2008) and 
Stukalina (2011), are conducted in Western cultures, but Pakistan’s educational 
culture is distinct as a developing country. Student satisfaction is still determined by 
the parameters chosen, which are TE, QAP, FI, and IE. Ukhopadhyay (2020) 
distinguished faculty involvement and its significant relationship with learning due to 
the significant change in faculty improvement (Ginns& Ellis, 2009). Quality of 
education is measured through various dimensions in Pakistan; as Jackson et al., 
(2011) indicated in the literature that quality of education leads towards productive 
learning.  

4.5 RELIABILITY ANALYSIS 

The internal dependability and reliability of scales used in the study are presented in 
table 4.1. The scales used in the study are teaching excellence, quality of academic 
programs, faculty involvement, institutional environment, student satisfaction, higher 
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education institution image, and perceived student quality of education. The reliability 
of the scale is measured through Cronbach’s alpha value. The scales with Cronbach’s 
alpha value more than 0.6 are termed acceptable, while the value of 0.7 or higher is 
considered good and more reliable (Gelaidan, Al-Swidi&Mabkhot, 2018).  

Table 4.1 

Variable Items Cronbach 
Alpha 

Composite 
Reliability 

AVE 

TE 6 .920 .817 .720 

QAP 7 .895 .797 .698 

FI 7 .946 .845 .721 

IE 9 .948 .843 .711 

SS 4 .909 .871 .708 

HEII 4 .906 .819 .694 

PSQE 29 .941 .877 .763 

TE: Teaching Excellence, QAP: Quality of Academic Programs, FI: Faculty 
Involvement, IE: Institutional Environment, SS: Student Satisfaction, HEII: Higher 
Education Institution Image, PSQE: Perceived Student Quality of Education 

4.2 DESCRIPTIVE STATISTICS 

Table 4.2 displays descriptive statistics that demonstrate the normality of the data. 
Teaching excellence, academic programme quality, faculty involvement, institutional 
environment, student satisfaction, higher education institution image, and perceived 
student quality of education are the variables used in the study.  

Variable Min Max Mean S.D Skewness Kurtosis 

TE 1.00 5.00 3.469 1.088 -.755 -.643 

QAP 1.00 5.00 2.962 .973 -.048 -.831 

FI 1.00 5.00 3.329 1.047 -.571 -.693 

IE 1.00 5.00 3.182 .994 -.360 -.762 

SS 1.00 5.00 3.279 1.080 -.490 -.775 

HEII 1.00 5.00 3.354 1.118 -.445 -.921 

PSQE 1.00 5.00 3.224 .917 -.503 -.622 

n=436 

TE: Teaching Excellence, QAP: Quality of Academic Programs, FI: Faculty 
Involvement, IE: Institutional Environment, SS: Student Satisfaction, HEII: Higher 
Education Institution Image, PSQE: Perceived Student Quality of Education 

In the current study, 436 people participated. Throughout the study, all 436 
respondents stayed on topic. Before moving on to the hypothesis evaluation process, 
it was necessary to check the data for normality by calculating the minimum and 
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maximum values. The mean, standard deviation, skewness, and kurtosis values are 
all calculated. This aided the principal investigator in ensuring the data’s normalcy. 
The value in table 4.2 indicates that the data set used to study the model under study 
satisfies the data normality conditions. Skewness and kurtosis should be between +2 
and -2 (George and Mallery, 2010). Mean and standard deviation values, which show 
the variable’s central tendency, also stamp the data’s normality. 

For teacher excellence, the minimum value is 1.00, and the maximum value is 5.00. 
The mean value for teacher excellence is 3.469, and the standard deviation value is 
1.088. Skewness and Kurtosis value for teacher excellence are -0.755 and -0.643, 
respectively. For the quality of the academic program, the minimum value is 1.00, and 
the maximum value is 5.00. The mean value for the quality of academic programs is 
2.962, and the standard deviation value is 0.973. Skewness and Kurtosis value for the 
quality of academic program are -0.048 and -0.831, respectively. For faculty 
involvement, the minimum value is 1.00, and the maximum value is 5.00. The mean 
value for faculty involvement is 3.329, and the standard deviation value is 1.047. 
Skewness and Kurtosis values for faculty involvement are -0.571 and -0.693, 
respectively. For the institutional environment, the minimum value is 1.00, and the 
maximum value is 5.00. The mean value for the institutional environment is 3.182, and 
the standard deviation value is 0.994. Skewness and Kurtosis values for the 
institutional environment are -0.360 and -0.762, respectively. For student satisfaction, 
the minimum value is 1.00, and the maximum value is 5.00. The mean value for 
student satisfaction is 3.279, and the standard deviation value is 1.080. Skewness and 
Kurtosis values for student satisfaction are -0.490 and -0.775, respectively. For higher 
education institution image, the minimum value is 1.00, and the maximum value is 
5.00. The mean value for higher education institution image is 3.354, and the standard 
deviation value is 1.118. Skewness and Kurtosis value for higher education institution 
image are -0.455 and -0.921, respectively. For perceived student quality of education, 
the minimum value is 1.00, and the maximum value is 5.00. The mean value for 
perceived student quality of education is 3.22, and the standard deviation value is 
0.917. Skewness and Kurtosis value for perceived student quality of education are -
0.503 and -0.622, respectively. 

4.3 DISCRIMINANT VALIDITY 

The discriminant validity value shown in table 4.3 shows the correlation between the 
variable which are part of the study. The values of correlation were indexed using the 
Pearson correlation coefficient ®, and its values range between -1 and 1. The value 
of the Pearson correlation coefficient ranging between .1 and .3 depicts the low 
correlation among the variable, while a value between 0.3 and 0.8 shows a strong 
correlation among the variables (Azam, 2018).. The negative or positive sign along 
with the value is used to show the direction of the relationship (Ngoc-Tan &Gregar, 
2018).. 
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 TE QAP FI IE SS HEII PSQE 

TE 1       

QAP .724** 1      

FI .704** .683** 1     

IE .787** .807** .717** 1    

SS .740** .717** .784** .760** 1   

HEII .743** .670** .669** .762** .701** 1  

PSQE .890** .894** .865** .934** .837** .795** 1 

**. Correlation is significant at 0.01 level (2-tailed). 

TE: Teaching Excellence, QAP: Quality of Academic Programs, FI: Faculty 
Involvement, IE: Institutional Environment, SS: Student Satisfaction, HEII: Higher 
Education Institution Image, PSQE: Perceived Student Quality of Education 

The results shown in table 4.3 show that there exists a strong correlation between the 
quality of academic programs and teacher excellence (r=0.724, p<0.01). The table also 
shows a strong positive correlation of faculty involvement with the quality of academic 
programs and teaching excellence, respectively (r=0.683, r=0.704, p<0.01). The table 
also shows a strong positive correlation of institutional environment with faculty 
involvement quality of academic programs and teaching excellence, respectively 
(r=0.787**

, r=0.807**, r=0.717**, p<0.01).   

The results of correlation analysis show a strong positive correlation between student 
satisfaction and teaching excellence (r=0.740**, p<0.01). The results of correlation 
analysis show a strong positive correlation between student satisfaction and the 
quality of academic programs (r=0.717**, p<0.01). The results of correlation analysis 
also show a strong positive correlation between student satisfaction and faculty 
involvement (r=0.784**, p<0.01). The results of correlation analysis show a strong 
positive correlation between student satisfaction and the institutional environment 
(r=0.760**, p<0.01). Similarly, there is a strong positive correlation of higher education 
institution image with the institutional environment, faculty involvement, quality of 
academic programs, and teacher excellence, respectively (r=0.762**, r=0.669**, 
r=0.670**, r=0.743**, p<0.01). The correlation between higher education institution 
image and student satisfaction is significantly strong and positive (r=0.701**, p<0.01). 

4.4 DIRECT PATH COEFFICIENTS 

Table 4.4 represents the direct effect between variables involved in the study along 
with their path coefficients, standard error, individual variable fitness, model variable 
fitness, and significance of their relationships. Results from the above table indicate a 
strong positive relationship (β =0.734) between teacher excellence and student 
satisfaction. The p-value (0.000) shows the significance of their relationship. T-
statistics value (22) shows individual variable fitness as the value is greater than 2, 
while f-statistics value (523) shows overall model fitness as the value is greater than 
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5. Hence our hypothesis 1, which states that teaching excellence has a significant and 
positive impact on student satisfaction, holds true and is therefore accepted. 

Path β SE T F p 

TE     >     SS 0.734 0.032 22.937 523 0.000 

QAP    >     SS 0.796 0.037 21.513 459 0.000 

FI     >     SS 0.809 0.031 26.096 692 0.000 

IE     >     SS 0.826 0.034 24.294 592 0.000 

PSQE>     SS 0.986 0.031 31.806 1015 0.000 

SS     >     HEII 0.725 0.035 20.714 418 0.000 

PSQE  >     HEII 0.969 0.036 26.916 744 0.000 

TE: Teaching Excellence, QAP: Quality of Academic Programs, FI: Faculty 
Involvement, IE: Institutional Environment, SS: Student Satisfaction, HEII: Higher 
Education Institution Image, PSQE: Perceived Student Quality of Education 

Results from above Table 4.4 indicate a strong positive relationship (β =0.796) 
between the quality of academic programs and student satisfaction. The p-value 
(0.000) shows the significance of their relationship. T-statistics value (21.4) shows 
individual variable fitness, while f-statistics value (459) shows overall model fitness. 
Hence our hypothesis 2, which states that the quality of academic programs has a 
significant and positive impact on student satisfaction, holds true and is therefore 
accepted. Results from above Table 4.4 indicate a strong positive relationship (β 
=0.809) between faculty involvement and student satisfaction. The p-value (0.000) 
shows the significance of their relationship. T-statistics value (26) shows individual 
variable fitness while f-statistics value (692) shows overall model fitness. Hence our 
hypothesis 3, which states that faculty involvement has a significant and positive 
impact on student satisfaction, holds true and is therefore accepted. 

Results from above table 4.4 indicate a strong positive relationship (β =0.826) between 
institutional environment and student satisfaction. The p-value (0.000) shows the 
significance of their relationship. T-statistics value (24.3) shows individual variable 
fitness, while f-statistics value (592) shows overall model fitness. Hence our 
hypothesis 4, which states that the institutional environment has a significant and 
positive impact on student satisfaction, holds true and is therefore accepted. Table 4.4 
indicates a strong positive relationship (β =0.986) between perceived education 
service quality and student satisfaction. The p-value (0.000) shows the significance of 
their relationship. T-statistics value (31) shows individual variable fitness, while f-
statistics value (1015) shows overall model fitness. Hence our hypothesis 5, which 
states that perceived service quality of education has a significant and positive impact 
on student satisfaction, holds true and is therefore accepted. 

Table 4.4 indicates a strong positive relationship (β =0.725) between student 
satisfaction and higher education institution image. The p-value (0.000) shows the 
significance of their relationship. T-statistics value (20) shows individual variable 
fitness while f-statistics value (418) shows overall model fitness. Hence our hypothesis 
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6, which states that perceived student satisfaction has a significant and positive impact 
on higher education institution image, holds true and is therefore accepted. Table 4.4 
indicates a strong positive relationship (β =0.969) between perceived service quality 
of education and higher education institution image. The p-value (0.000) shows the 
significance of their relationship. T-statistics value (27) shows individual variable 
fitness, while f-statistics value (744) shows overall model fitness. Hence our 
hypothesis 7, which states that perceived service quality of education has a significant 
and positive impact on higher education institution image, holds true and is therefore 
accepted.  

4.5 MEDIATION ANALYSIS 

4.5.1 SIGNIFICANCE OF INDIRECT PATH COEFFICIENT 

Table 4.5 (a) direct effect of X on Y 

Effect SE T Sig LLCI ULCI 

.8482 .0646 13.1305 0.000 .7213 .9752 

Table 4.5 (b) Indirect Effect of X on Y 

Mediator Effect Boot SE Boot LLCI Boot ULCI 

SS .1210 .0637 .0019 .2489 

The above tables, 4.5(a) and 4.5(b) shows the direct and indirect effect between 
perceived service quality of education and higher education institution image. In the 
table, X represents perceived education service quality, and Y denotes higher 
education institution image while student satisfaction is the mediator. Table 4.5(a) 
shows that the independent variable "perceived service quality of education" has an 
84% direct impact on the dependent variable "higher education institution image." The 
significance value (0.000) shows that their relationship is significant. The lower level 
confidence interval is (0.7213), and the upper level is (0.9752). T-statistics value 
(13.1305) satisfies the individual variable fitness. While in table 4.5(b), indirect effect 
of perceived service quality of education on higher education institution image through 
mediator "student satisfaction" is presented. Table 4.5(b) shows that the indirect 
impact is 12%. This shows that partial mediation exists, and student satisfaction 
enhances the relationship between perceived service quality of education and higher 
education institution image. 

CONCLUSION AND RECOMMENDATIONS 

The quality of education can have a positive impact on educational institutions and, as 
a result, increase student satisfaction. The quality of higher education institutes in 
Pakistan is satisfying because of the low social inequality, high youth empowerment 
in politics and economic development, and an increasing number of entrepreneurs in 
this field. The new education system is also a means of improving youth productivity 
in terms of cultural development, social development, gender equality, and social 
spheres. The article is useful in determining which factors need to be improved through 
policy implementation in HEIs Pakistan. As a result, other factors must be considered 
in order to increase student satisfaction. This will provide valuable learning 
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opportunities for students at the national and international levels. Student satisfaction 
exemplifies the institution's future image in Pakistan. As a result, service provision is 
highly valued in Pakistani universities. Quality dimensions such as faculty involvement, 
teaching excellence, academic programme quality, and institutional environment can 
be developed to manage quality based on student perceptions. Institutions must 
prioritise the development of effective teaching styles through faculty involvement. 
Furthermore, there is a need to incorporate specific measures affecting students as a 
valuable measure for developing institution image. To achieve this, HEIs must take 
decisive steps to achieve excellence in learning. Better academics can lead to an 
increase in literacy because more entrepreneurs are produced to boost the economy, 
and employment is also increased. If the quality is high in Pakistani HEIs it can invite 
international students to study in Pakistan which ultimately results in elevating 
education standards as well as the country's economy in the region. As a 
consequence, it will emerge and change the social fabric of the country and develop 
human capital as means of economic development. The education quality and HEI 
Image are strongly integrated with the overall development and global interaction of 
the country. 

6.1 LIMITATIONS AND FUTURE STUDY 

The study has a few limitations, including the fact that it is only focused on assessing 
the results from Pakistani institutions. Service quality can be measured in a variety of 
ways, but only a few are used in this study to assess its impact. The study is also 
limited to 436 participants and three universities in Islamabad, which may reduce the 
validity of the final results due to other universities. This can be improved by selecting 
a sample size based on a large population. Because of the large number of 
universities, the researcher can also focus on other large provinces, including Sindh, 
to assess the results. As in the current study, service quality measures can be 
improved by focusing on only four elements. A future study couldThe future study 
could also be based on qualitative analysis, which can aid in gaining a comprehensive 
understanding of various quality-related aspects. 

REFERENCES 

1. Abbas, J. (2020). Service quality in higher education institutions: qualitative evidence from the 
students' perspectives using Maslow hierarchy of needs. International Journal of Quality and 
Service Sciences. 

2. Abedi, E. A. (2018), Higher Education Institutions' Impact on the Socio-Economic Growth of 
Ghana. International Journal of Education and Research, 6(9). 

3. Afridi, F. K., & Afridi, W. (2016). An Analysis of Factors Preventing and Reversing Brain Drain 
Phenomenon in Khyber Pakhtunkhwa: Evidence from Education Sector. Journal of Managerial 
Sciences Volume X Number, 2, 232. 

4. Afthanorhan, Asyraf, ZainudinAwang, Norfadzilah Rashid, HazimiFoziah, and PuspaGhazali. 
"Assessing the effects of service quality on customer satisfaction." Management Science Letters 
9, no. 1 (2019): 13-24. 

5. Alamri, M. M. (2019). Students' academic achievement performance and satisfaction in a flipped 
classroom in Saudi Arabia. International Journal of Technology Enhanced Learning, 11(1), 103-
119. 

6. Ali, F., Zhou, Y., Hussain, K., Nair, P. K., &Ragavan, N. A. (2016). Does higher education service 
quality affect student satisfaction, image, and loyalty? A study of international students in 
Malaysian public universities. Quality Assurance in Education, 24(1), 70-94. 



Tianjin Daxue Xuebao (Ziran Kexue yu Gongcheng Jishu Ban)/  
Journal of Tianjin University Science and Technology 
ISSN (Online): 0493-2137 
E-Publication: Online Open Access  
Vol:55 Issue:04:2022 
DOI 10.17605/OSF.IO/XU9ZH 
 

 

April 2022 | 810 

 

7. Ali, M., Kan, K. A. S., & Sarstedt, M. (2016). Direct and configurational paths of absorptive capacity 
and organizational innovation to successful organizational performance. Journal of business 
research, 69(11), 5317-5323. 

8. Al-Samarraie, H., Teng, B. K., Alzahrani, A. I., &Alalwan, N. (2018). E-learning continuance 
satisfaction in higher education: a unified perspective from instructors and students. Studies in 
higher education, 43(11), 2003-2019. 

9. Altbach, P. G., Reisberg, L., &Rumbley, L. E. (2019). Trends in global higher education: Tracking 
an academic revolution. Brill. 

10. Altuntas, S., & Kansu, S. (2019). An innovative and integrated approach based on SERVQUAL, 
QFD, and FMEA for service quality improvement: A case study. Kybernetes. 

11. Annamdevula, S., & Bellamkonda, R. S. (2016). Effect of student perceived service quality on 
student satisfaction, loyalty and motivation in Indian universities: Development of 
HiEduQual. Journal of Modelling in Management, 11(2), 488-517. 

12. Annamdevula, S., & Bellamkonda, R. S. (2016). The effects of service quality on student loyalty: 
the mediating role of student satisfaction. Journal of Modelling in Management. 

13. Arambewela, R., & Hall, J. (2009). An empirical model of international student satisfaction. Asia 
Pacific Journal of marketing and logistics, 21(4), 555-569. 

14. Arambewela, R., & Hall, J. (2009). An empirical model of international student satisfaction. Asia 
Pacific Journal of marketing and logistics. 

15. Azam, A. (2018). Service quality dimensions and students’ satisfaction: A study of Saudi Arabian 
private higher education institutions. European Online Journal of Natural and Social Sciences, 7(2), 
pp-275. 

16. Brown, R. M., &Mazzarol, T. W. (2009). The importance of institutional image to student 
satisfaction and loyalty within higher education. Higher education, 58(1), 81-95. 

17. Bumjaid, S. E., & Malik, H. A. M. (2019). The effect of implementing of six sigma approach in 
improving the quality of higher education institutions in Bahrain. International Journal of 
Engineering and Management Research, 9. 

18. Dahl, A. L. (2012). Values education for sustainable consumption and production: from knowledge 
to action. Education. 

19. Díaz‐Méndez, M., & Gummesson, E. (2012). Value co‐creation and university teaching quality: 
consequences for the European higher education area (EHEA). Journal of Service Management. 

20. Donlagic, S., Fazlic, S., &Nuhanovic, A. (2015). Introducing a Framework for Knowledge Economy 
Development in Transition Countries: The Case of Bosnia and 
Herzegovina. EkonomskiVjesnik, 28(1), 257. 

21. Douglas, C. H. (2006). Small island states and territories: sustainable development issues and 
strategies–challenges for changing islands in a changing world. Sustainable Development, 14(2), 
75-80. 

22. Douglas, J. A., Douglas, A., McClelland, R. J., & Davies, J. (2015). Understanding student 
satisfaction and dissatisfaction: an interpretive study in the UK higher education context. Studies 
in Higher Education, 40(2), 329-349. 

23. Ejubovic, A., &Puška, A. (2019). Impact of Self-Regulated Learning on Academic Performance and 
Satisfaction of Students in the Online Environment. Knowledge Management & E-Learning, 11(3), 
345-363. 

24. Ellis, R. A., Ginns, P., & Piggott, L. (2009). E‐learning in higher education: some key aspects and 
their relationship to approaches to study. Higher Education Research & Development, 28(3), 303-
318. 

25. Fatima, T., Malik, S. A., & Shabbir, A. (2018). Hospital healthcare service quality, patient 
satisfaction and loyalty: An investigation in context of private healthcare systems. International 
Journal of Quality & Reliability Management. 

26. Garwe, E. C., Thondhlana, J., &Saidi, A. (2021). Evaluation of a quality assurance framework for 
promoting quality research, innovation, and development in higher education institutions in 
Zimbabwe. Journal of the British Academy, 9(s1), 127-157. 

27. Gelaidan, H. M., Al-Swidi, A., &Mabkhot, H. A. (2018). Employee readiness for change in public 
higher education institutions: examining the joint effect of leadership behavior and emotional 
intelligence. International Journal of Public Administration, 41(2), 150-158. 



Tianjin Daxue Xuebao (Ziran Kexue yu Gongcheng Jishu Ban)/  
Journal of Tianjin University Science and Technology 
ISSN (Online): 0493-2137 
E-Publication: Online Open Access  
Vol:55 Issue:04:2022 
DOI 10.17605/OSF.IO/XU9ZH 
 

 

April 2022 | 811 

 

28. Gunawan, A., &Wahyuni, S. F. (2018). The effect of the marketing mix, service quality, Islamic 
values, and institutional image on students' satisfaction and loyalty. Expert Journal of Marketing, 
6(2). 

29. Habib, Muhammad Nauman, Uzma Khalil, Zunnoorain Khan, and Muhammad Zahid. 
"Sustainability in higher education: what is happening in Pakistan?" International Journal of 
Sustainability in Higher Education (2021). 

30. Hashim, Sharizal, NorjayaMohdYasin, and SitiAisyahYa’kob. "What constitutes student–university 
brand relationship? Malaysian students' perspective." Journal of Marketing for Higher Education 
30, no. 2 (2020): 180-202. 

31. Islam, S., &Himel, S. H. (2018). Services Quality and Students' Satisfaction: A Study on the Public 
Higher Education Institutions (HEIs) of Bangladesh. Journal of Business, 39(2). 

32. Kandeepan, V., Vivek, R., &Seevaratnam, T. (2019). Impact of Organizational Citizenship 
Behaviour on Service Quality in Banking Sector, Vavuniya District. Management, 7(2), 1-13. 

33. Khan, M. A., & Usman, M. (2015). Education quality and learning outcomes in higher education 
institutions in Pakistan. In Taylor's 7th Teaching and Learning Conference 2014 Proceedings (pp. 
449-463). Springer, Singapore. 

34. Koilias, C. (2005). Evaluating students' satisfaction: the case of informatics department of TEI 
Athens. Operational Research, 5(2), 363-381. 

35. Lee, M., Kang, M., & Kang, J. (2019). Cultural influences on B2B service quality-satisfaction-
loyalty. The Service Industries Journal, 39(3-4), 229-249. 

36. Lewis, J. R. (1992, October). Psychometric evaluation of the post-study system usability 
questionnaire: The PSSUQ. In Proceedings of the Human Factors and Ergonomics Society Annual 
Meeting (Vol. 36, No. 16, pp. 1259-1260). Sage CA: Los Angeles, CA: SAGE Publications. 

37. Loyalty: a test of mediation, International Journal of Business and Management 3(4):72–80. 
38. Mahmood, K. (2003). A comparison between needed competencies of academic librarians and 

LIS curricula in Pakistan. The electronic library. 
39. Mendes, L., &Lourenço, L. (2014). Factors that hinder quality improvement programs' 

implementation in SME: Definition of a taxonomy. Journal of Small Business and Enterprise 
Development. 

40. Mosahab, R.; Mahamad, O.; Ramayah, T. 2010. Service quality, customer satisfaction and 
41. Murray, J. (2018). Student-led action for sustainability in higher education: A literature 

review. International Journal of Sustainability in Higher Education. 
42. Ngoc-Tan, N., &Gregar, A. (2018). Impacts of knowledge management on innovations in higher 

education institutions: An empirical evidence from Vietnam. Economics and Sociology. 
43. Nousheen, Ayesha, Sajid Ali YousufZai, Muhammad Waseem, and Shafqat Ali Khan. "Education 

for sustainable development (ESD): Effects of sustainability education on pre-service teachers' 
attitude towards sustainable development (SD)." Journal of Cleaner Production 250 (2020): 
119537. 

44. Owston, R., York, D. N., & Malhotra, T. (2019). Blended learning in large enrolment courses: 
Student perceptions across four different instructional models. Australasian Journal of Educational 
Technology, 35(5), 29-45. 

45. Padlee, S. F., & Reimers, V. (2015). International student satisfaction with, and behavioral 
intentions towards, universities in Victoria. Journal of Marketing for Higher Education, 25(1), 70-
84. 

46. Paricio, L. (2019). Sustainable Science Education. The Science Teacher, 87(3), 16-18. 
47. Purgailis, M., &Zaksa, K. (2012). The impact of perceived service quality on student loyalty in 

higher education institutions. Journal of Business Management, 4(6), 138-152. 
48. Ranasinghe, R., & Herath, J. (2021). After corona (COVID-19) impacts on global poverty and 

recovery of tourism based service economies: an appraisal. International Journal of Tourism and 
Hospitality, 1(1), 52-64. 

49. Razinkina, E., Pankova, L., Trostinskaya, I., Pozdeeva, E., Evseeva, L., &Tanova, A. (2018). 
Student satisfaction as an element of education quality monitoring in innovative higher education 
institutions. In E3S Web of Conferences (Vol. 33, p. 03043). EDP Sciences. 



Tianjin Daxue Xuebao (Ziran Kexue yu Gongcheng Jishu Ban)/  
Journal of Tianjin University Science and Technology 
ISSN (Online): 0493-2137 
E-Publication: Online Open Access  
Vol:55 Issue:04:2022 
DOI 10.17605/OSF.IO/XU9ZH 
 

 

April 2022 | 812 

 

50. Reeves, S., Pelone, F., Harrison, R., Goldman, J., &Zwarenstein, M. (2017). Inter-professional 
collaboration to improve professional practice and healthcare outcomes. Cochrane Database of 
Systematic Reviews, (6). 

51. Rolfe, H. (2002). Students' demands and expectations in an age of reduced financial support: the 
perspectives of lecturers in four English universities. Journal of Higher Education Policy and 
Management, 24(2), 171-182. 

52. Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill-building approach. John 
Wiley & Sons. 

53. Shahijan, M. K., Rezaei, S., &Guptan, V. P. (2018). Marketing public and private higher education 
institutions: A total experiential model of international student's satisfaction, performance and 
continues intention. International Review on Public and Nonprofit Marketing, 15(2), 205-234. 

54. Sharma, D., & Bhaskar, S. (2020). Addressing the Covid-19 burden on medical education and 
training: the role of telemedicine and tele-education during and beyond the pandemic. Frontiers in 
public health, 838. 

55. Silva, D. S., de Moraes, G. H. S. M., Makiya, I. K., & Cesar, F. I. G. (2017). Measurement of 
perceived service quality in higher education institutions: A review of HEdPERF scale use. Quality 
Assurance in Education. 

56. Sines, Jr, R. G., & Duckworth, E. A. (1994). Customer service in higher education. Journal of 
Marketing for Higher Education, 5(2), 1-16. 

57. Solimun, S., & Fernandes, A. A. R. (2018). The mediation effect of customer satisfaction in the 
relationship between service quality, service orientation, and marketing mix strategy to customer 
loyalty. Journal of Management Development. 

58. Stukalina, Y. (2014). Identifying Predictors of Student Satisfaction and Student Motivation in the 
Framework of Assuring Quality in the Delivery of Higher Education. Business, management, and 
education, 12(1), 127-137. 

59. Stukalo, N., &Lytvyn, M. (2021). Towards sustainable development through higher education 
quality assurance. Education Sciences, 11(11), 664. 

60. Swail, W. S. (2011). A different viewpoint on student retention. Higher Learning Research 
Communications, 4(2), 5. 

61. Tarí, J. J., & Dick, G. (2016). Trends in quality management research in higher education 
institutions. Journal of Service Theory and Practice. 

62. Teeroovengadum, V., Nunkoo, R., Gronroos, C., Kamalanabhan, T. J., &Seebaluck, A. K. (2019). 
Higher education service quality, student satisfaction, and loyalty: Validating the HESQUAL scale 
and testing an improved structural model. Quality Assurance in Education. 

63. Telford, R., & Masson, R. (2005). The congruence of quality values in higher education. Quality 
assurance in education. 

64. Tijjani, M. B., & Ibrahim, A. M. Advocacy for integration of ICT in veterinary pharmacology 
education in Nigerian universities. Outlook on human capacity building and development, 87. 

65. Timakova, R. T., Maiseyenko, A. V., &Iliukhin, R. V. (2020, March). Modern Aspects of Managing 
the Institutional Environment of Higher Education. In Proceedings of the International Scientific 
Conference «Far East Con»(ISCFEC 2020) (Vol. 128, pp. 1104-1112). 

66. Watson, K., & McGowan, P. (2019). Rethinking competition-based entrepreneurship education in 
higher education institutions: Towards an effectuation-informed coopetition model. Education+ 
Training. 

67. Weerasinghe, I. M. S., & Fernando, R. L. S. (2018). Critical factors are affecting students' 
satisfaction with higher education in Sri Lanka. Quality Assurance in Education. 

68. White, J. W. (2019). Sociolinguistic challenges to minority collegiate success: Entering the 
discourse community of the college. In Minority Student Retention (pp. 271-295). Routledge. 

69. Wiers-Jenssen, J., Stensaker, B. and Grogaard, J.B. (2002) "Student Satisfaction: towards an 
empirical deconstruction of the concept," Quality in Higher Education, volume 8, number 2, pp. 
183-195.  

70. Xiang, Z., Schwartz, Z., Gerdes Jr, J. H., & Uysal, M. (2015). What can big data and text analytics 
tell us about hotel guest experience and satisfaction? International Journal of Hospitality 
Management, 44, 120-130. 


