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Abstract
The performance of the employees plays a vital role for the development of whole organizations. The major objective of this research was to investigate the perception of secondary school students regarding service quality management. The population of the study was public and private secondary school students from Hafizabad whereas, 300 (Public= 154, Private= 146) respondents were selected as sample of this study through random sampling technique. The study was quantitative based on the casual comparative research design therefore, self-administered questionnaire was administered to collect the primary data from the respondents through survey method. The Statistical Package for Social Sciences (SPSS) was administered to analyze the research questions. The findings of the study showed that both public and private schools have strengths in different areas of service quality. Private schools generally provide higher levels of student satisfaction, particularly in terms of responsiveness and empathy. The findings highlighted the need for public schools to improve their responsiveness and safety measures to meet students' expectations better. Evaluating service quality in secondary schools through educators' satisfaction carries important implications for strategic planning. The proposed measurement scale can be adapted by other secondary schools to monitor their progress and assess internal service quality for ongoing improvement.

Keywords: Secondary school, service quality, empathy, responsiveness, assurance, tangible infrastructure, reliability
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CHAPTER I
INTRODUCTION
A nation's ability to grow socially, culturally, politically, and economically is greatly influenced by its educational system. The majority of nations concentrate on creating a solid foundation for their educational system through astute policies and workable programs. A policy is a condensed set of guidelines that have been given permission to define more expansive action parameters. An education policy, according to Trowler (2003), is a set of guidelines for actions that must be taken in order to achieve specific objectives. For a nation to have a sustainable educational system, an educational policy is essential (Trowler, 2003; Majoka & Khan, 2017).
Globally and locally, the education system has experienced tremendous change as it has adapted to the demands of a shifting society. Education systems used to be mostly exclusive to affluent classes, but over time, changes have been made with the goal of opening up education to everyone. Secondary education has emerged as a crucial phase in many nations, serving as a link between basic education and further study or career training. Education is essential to the growth of the person and the community (Karataş, 2022). It encourages critical thinking, intellectual progress, and personal development, empowering people to make meaningful contributions to society. Through fostering innovation and producing a skilled labor force, education also contributes to economic prosperity. By passing on beliefs, customs, and information to future generations, it also promotes social cohesiveness and cultural preservation (Standish, 2019).
Typically, there are three stages to the education system: primary, secondary, and postsecondary. Secondary education is an important stage that includes middle and high school education. Its goal is to give students the information and abilities they need to pursue further education or enter the workforce. Secondary schools come in a variety of forms: public, private, vocational, and specialized. They all provide varied curricula to meet the requirements and goals of their students. A number of new trends are being seen in the education industry, including the usage of technology in the classroom, individualized learning strategies, and a greater focus on STEM (Science, Technology, Engineering, and Mathematics) education. Nonetheless, this sector has financial difficulties, educational quality differences between urban and rural areas, and problems with equity and access. Maintaining the status paradigm of prioritizing high-quality education for all kids (Reimers, 2000).
In the educational system, secondary education is especially important. It has a major impact on how students develop academically and personally by preparing them for further education, career training, and the workforce. Students gain multiple skills like critical thinking, effective communication, problem-solving, and throughout this phase, all of which are vital for their success in the future (Matthee & Turpin 2019).
A good education is essential to the prosperity and satisfaction of students. Being a part of a learning society gets increasingly crucial as global trade grows and technology advances quickly. Getting a job or enrolling in college increasingly depends on completing secondary school satisfactorily. (Gravemeijer et al., 2017). The workforce needs people with problem-solving abilities, critical and creative thinking, and teamwork skills due to the problems of the twenty-first century. In order to do that, assessments of students must now take into account their 21st-century abilities, which include problem-solving and critical thinking, network collaboration, agility, and adaptability, as well as initiative and entrepreneurialism, effective communication, information access and analysis, information and communication technology literacy, curiosity, and imagination (Husin et al., 2016). 
Quality should be prioritized over quantity in developing nations; those who build and raise the caliber of their educational system through investment receive significant social and economic benefits. The field of service quality management is steadily gaining popularity. Because of the demands of the industry and developments in technology, the academic standards of the institutions must be improved (Senol & Dagli 2017). According to most definitions, quality is defined as complying with standards. Many believe that quality should be an assurance of being the greatest in the world of that kind rather than just meeting regulations. It should also maintain its purpose constancy. Fincher explains the evolution of quality perceived in education over time, starting with experience and moving on to skill, style, and ultimately process (Fincher 2021). Harvey and Green note that excellence is a relative concept in their revolutionary research (Leiber et al., 2020). 
Harvey and Green give five distinct but related definitions of quality as opposed to a single definition. There are many different interpretations of what quality is, and because everyone has a different definition of what quality is, there might be confusion. Many researchers have developed frameworks for Strategic Quality Management (SQM), Continuous Quality Improvement (CQI), and the most recent Total Quality Management (TQM) (Wittek & Kvernbekk, 2011). The quality of instruction, school infrastructure, administrative support, and the general student experience are all included in the category of service quality in educational institutions. Sustaining high standards and consistently enhancing educational services require effective service quality management, or SQM. It's critical to comprehend how students see the quality of the services they receive because their feedback offers insightful information about areas that need improvement (Sadeh & Garkaz, 2015).
Many studies have suggested tailoring service quality measuring scales to different service environments. Different quality definitions have led to the introduction of a variety of service quality measures in previous studies. The SERVQUAL scale, which was introduced by Parasuraman et al. (1985), is one of the most often referenced among them. It is thought that service quality notions are still in their infancy and that there is not enough empirical study in this field, despite the continued interest in this topic from academics and practitioners (Ramseook et al., 2013).
Customers' perceptions of an organization's service delivery procedures are shaped by their continuous assessments, which determine the quality of the services provided. One of the most important parts of the Total Quality Management (TQM) system is providing excellent customer service. Specialists in Total Quality Management have delineated several aspects of service quality (Bouranta et al., 2019):
· Seven service attributes were identified by Sasser et al. These attributes included the following: availability, security, consistency, attitude, completeness, and facility condition. (Philip & Hazlett, 1997).
· Lehtinen (1982) distinguished three aspects of service quality: the tangible quality of goods and services, the interactive quality of interactions between customers and service organizations, and the corporate quality that represents the company's reputation (Lehtinen et al., 1982).
· Ten determinants of quality of service were proposed by Parasuraman and his colleagues (1988), and they were later reduced to the 5 dimensions of the SERVQUAL model: tangible, empathy, assurance, responsiveness, and tangible (Parasuraman et al., 1988).
These characteristics include a range of elements, including consistency, timeliness, staff etiquette and knowledge, individual attention, and physical appearance (Elrahman, 2018). 
The variance among students' pre-engagement anticipations of service performance from learning institutes and their actual impressions of the services they actually received within these institutions is known as service quality in the setting of learning. Menon lists the following five crucial elements of service quality in the field of education (Menon, 2015): 
· The term "service" or "service product": describes the curriculum and courses that an organization offers. 
· The human aspect of providing services: This includes academic staff and administrative personnel. 
· The non-human component of service delivery: includes technology, systems, processes, and procedures. 
· Tangibles of service: This category includes things like classroom and college infrastructure.
· Social responsibility: Including any outreach initiatives that educational institutions carry out in the community. 
[bookmark: _mkmkevj22b81]A cornerstone of both ISO 9000-2000 and the EFQM is customer focus, which acknowledges students as consumers of education. Schools should put more emphasis on meeting the needs of its students than just depending on what the institution thinks (Boiyon, 2022).
1.2 Service quality dimensions in an Educational Setting
Educational institutions offering high-quality services and facilities tend to attract more capable, high-performing, and talented students. Moreover, teachers are more likely to achieve success when they tailor educational programs to meet the needs and expectations of their students (Senol & Dagli 2017).
SERVQUAL divides paired questions into two sections: an "expectations" section and a "perceptions" section. The expectations segment gauges customers' general expectations of firms within a particular service category, while the perceptions section evaluates a specific firm's service performance. Both expectations and perceptions are rated on 7-point scales. Each expectation question corresponds to a perception question, forming paired sets of questions. These questions cover specific attributes within five overarching service dimensions, identified through our research as key criteria for assessing service quality:
· Tangibles: This category includes the physical attributes of a facility, staff, equipment, and communication materials.
·  Reliability: Consists of the capacity to accurately and consistently provide the services that are promised.
· Responsiveness: Shows a readiness to help clients and offer prompt service.
· Assurance: Highlights staff members' expertise, politeness, and capacity to inspire confidence and trust.
· Empathy: Emphasizes the company's ability to provide each customer with tailored, compassionate care. (Parasuraman et al., 1994). 
The education sector, as a service industry, must incorporate methods from other service sectors to gauge service quality and satisfaction among internal and external stakeholders given the changing nature of education and the growing demand for excellence in education. However, attempts to enhance quality management are hampered by the lack of suitable tools for measuring quality. Additionally, the majority of education research to date has been on higher education or student views, creating a vacuum in our knowledge of service quality in secondary educational environments, especially from the viewpoint of educators (Sfakianaki et al., 2021). 
Secondary education establishments need to tackle quality concerns by taking into account elements of service quality that instructors believe are essential, in addition to monitoring teaching quality and undergoing accreditation procedures (Hillman & Baydoun, 2019). In education, the term "service quality" refers to a variety of structural, institutional, and psychological components in addition to pedagogy. It is essential to comprehend how service quality models might be applied in secondary school settings (Sfakianaki et al., 2021). 
Secondary schools are vital settings for learning, social interaction, and personal development. Education is a major factor in determining how people live their lives and how society develops. The significance of service quality management (SQM) in educational institutions has been emphasized more recently due to the substantial influence it can have on students' satisfaction and overall educational experience (Jones & Kahn, 2017). Therefore, improving educational achievements and creating good school environments require an awareness of the relationship between SQM practices and students' satisfaction at the secondary school level (Saori et al., 2023).
Aspects of the educational experience like as facilities, extracurricular activities, administrative responsiveness, teaching quality, and support services are all included in service quality management. All of these factors work together to increase students' contentment and involvement in the classroom (Saori et al., 2023). However, a number of variables, including staff competency, leadership, resources, and school policies, might affect how effective SQM methods are (Bolatan et al., 2022).
It is important to comprehend how satisfied students are with service quality management for a number of reasons. First of all, contented students are more likely to be driven, involved, and successful in their studies, which enhances educational achievements. Second, contented students help create a welcoming and healthy learning environment in their schools by encouraging a sense of community and wellbeing. Lastly, happy students are more likely to promote their school and have a good impact on the opinions of parents and potential students (Burke et al., 2018).
There is still a lack of information in the literature about the effects of service quality management on students' satisfaction, despite its significance in secondary education. Previous studies have primarily concentrated on postsecondary education or broad customer satisfaction models, so overlooking the distinct characteristics of the secondary school setting (Hwang & Choi, 2019).
It is said that everyone in the globe has a fundamental right to education. The education sector must give kids a better education, much like other departments. Even while educational institutions in the current period are working to raise the caliber of their offerings in order to improve the educational system, it appears that they are falling short of their goals. A better educational system necessitates offering pupils the highest caliber of services (Gorla et al., 2010). Thus, the purpose of this study was to investigate how secondary school students perceived secondary level service quality managements. In order to close this gap, the current study especially looks at the connection between secondary school students' satisfaction and service quality management. Through an analysis of the aspects of service quality management and their impact on students' experiences and perceptions, this research seeks to offer significant insights into practical approaches to enhancing educational quality and student welfare (Lavy & Ghanayim, 2020).
1.3 Theoretical Framework of the Study
Several theoretical models have served as the foundation for the study of service quality, most notably the SERVQUAL model created in 1985 by Parasuraman, Zeithaml, and Berry. Five characteristics of service quality are identified by SERVQUAL, namely tangibility, reliability, assurance, responsiveness, and empathy. These metrics are frequently used to assess the quality of services in a variety of industries, including education. Applying these aspects to comprehend how secondary school students view the caliber of services offered by their schools forms the theoretical basis of this study. The suggested study's theoretical framework draws upon various pertinent theories from the domains of education, psychology, and management. This is a theoretical framework that takes into account pertinent theories: 


1.4 Student Satisfaction 
Customer satisfaction (CS) has been a hot topic in the field of consumer and marketing research for the last thirty years, as of 2011. Perkins (1991) reported that over 1200 articles have been published in the field of customer satisfaction research. Since academics from all over the world are becoming increasingly interested in the topic, the number of articles that have been published ought to have doubled or tripled by now. Since students are viewed as customers by higher education institutions, the CS in this study related to student satisfaction (SS). Since university students are referred to as customers in this study, the satisfaction of students with the services provided by public institutions has become the main subject of this research (Shaw & Perkins, 1991). 
Customer satisfaction (CS) is "a cognitive or affective reaction that emerges in response to a single or prolonged set of service encounters," according to McDougall and Levesque (McDougall & Levesque, 2000). One or more dimensions can make up the concept of customer satisfaction (Cronin & Taylor, 1992). No matter how customer satisfaction is quantified, it is a given that happy consumers will show loyalty and spread good word of mouth. Client happiness has been found to be one of the most significant factors influencing client loyalty, and Machleit and Mantel characterize it as the center of all marketing initiatives (Machleit & Mantel, 2001). 
Student satisfaction (SS) is a crucial factor in evaluating the uniqueness and precision of the educational program in a higher education setting. This is due to the fact that students who are more satisfied with their education are better able to grow their skill set, knowledge of the material, and mindset. According to Zeithaml, a measure of an institution's effectiveness in both self-administration and educational system performance is student happiness. According to Rodie and Klein, students will almost certainly be more motivated, devoted, and high achievers in their academic endeavors if an institution has the necessary instructional facilities and employs effective teachers and trainers. Zeithaml and Bitner described the service quality (SQ) as a targeted assessment that captures the client's view on particular aspects of the services rendered. Numerous aspects, such as the caliber of the services obtained, the caliber of the product, the cost factor, and situational and personal circumstances, all have an impact on the specific perspective about the dimensions of services (Bitner et al., 2010).
The work of Parasuraman, Zeithaml, and Berry is the most noteworthy in terms of its contribution to the assessment of service quality. Their multi-item Service Quality (SERVQUAL) model was made to gauge how clients and consumers feel about the level of service provided by service and trade enterprises (Parasuraman et al., 1988). From 1976 to 1995, at least 293 significant publications on service quality were published; if one includes articles in which service quality is discussed, the total would exceed 4000 articles (Philip & Hazlett, 1997). These figures unequivocally demonstrate the significance of service quality and the researcher's focus on the subject. The ten dimensions of Parasuraman's original SERVQUAL model are as follows: 
· Reliability: How well does the service being delivered as promised 
· Responsiveness: How fast does the response be given to customers 
· Competence: How well does the service provider possesses the knowledge and skill 
· Access: How convenient does customers are able to access the service provider 
· Courtesy: How approachable does the staff of the service provider 
· Communication: How well does the service provider kept the customers informed 
· Credibility: How well does the service provider can be trusted 
· Security: How well does the service provider protect the privacy of customers? 
· Understanding of customer: How well does the service provider make its effort to understand the needs and wants of the customer? 
· Tangible: How well does the service provider equipped with tangible facilities to serve the customer (Parasuraman et al., 1985).  
The 10 dimensions of service quality (SQ) were eventually reduced to 5 dimensions, or 22 qualities, by Parasuraman and Berry. The following are the five SQ dimensions that have been condensed: 
· Tangibles: The actual equipment and facilities required to deliver services 
· Reliability: The capacity to accurately, consistently, and dependably provide the needed service. 
· Responsiveness: The aptitude to respond to consumer’s request on time 
· Assurance: The capability of conveying trust and confidence to clients to the services provided 
· Empathy: The aptitude of showing care and personal attention to customers (Zeithaml, 1991). 
In earlier studies, the SERVQUAL tool showed great validity and reliability. It can be used in a variety of areas, such as the tourism, health care, and professional service sectors where instruments are adapted. (Malodia & Singla 2017).
Among the first to use SERVQUAL measurement were Jain and Kettinger. They modified the SERVQUAL measurement tool to work inside the framework of an information system (IS). Since then, SERVQUAL's application has spread throughout a wide range of industries (Kettinger & Lee, 1994; Jain & Wali, 2018). The tool was modified by Ismail et al. to assess how academic staff satisfaction at public higher education institutions is impacted by service quality. The results of their investigation show that academic staff satisfaction is in fact impacted by the aspect of service quality (Najimdeen et al., 2021).
By integrating these theories, the theoretical framework offers a comprehensive understanding of the variables impacting students' satisfaction with service quality management in secondary schools. It recognizes the multifaceted character of pleasure and takes into account organizational, societal, and individual elements that could influence how students perceive and experience learning environments. 
[bookmark: _clblc62hhfsq]1.5 Research Objectives
1. To identify the effect of Tangibility on students’ satisfaction. 
2. To identify the effect of Reliability on students’ satisfaction. 
3. To identify the effect of Responsiveness on students’ satisfaction. 
4. To identify the effect of Assurance on students’ satisfaction. 
5. To identify the effect of Empathy on students’ satisfaction. 
[bookmark: _pmmm1fwtqk6q]1.6 Research question
1. Is there a significance difference in tangibility among students of public and private secondary school?
2. Is there a significance difference in Reliability among students of public and private secondary school?
3. Is there a significance difference in Responsiveness among public and private secondary school students?
4. [bookmark: _xan8axct6z8z][bookmark: _jagvjtn67jse]Is there a significance difference in Empathy among public and private secondary school students?
5. Is there a significance difference in Assurance among public and private secondary school students?
1.7 Hypothesis
1. There is significant difference of opinion in Tangibility among the secondary school students of public and private sector.
2. There is significant difference of opinion in Reliability among the secondary school students of public and private sector.
3. There is significant difference of opinion in Responsiveness among the secondary school students of public and private sector.
4. There is significant difference of opinion in Empathy among the secondary school students of public and private sector.
5. There is significant difference of opinion in Assurance among the secondary school students of public and private sector.


CHAPTER II
Literature Review
With an emphasis on secondary school, this chapter offers a thorough analysis of the literature on service quality management (SQM) in educational contexts. In order to put the study on students' impressions of SQM in Punjabi secondary schools into context, it attempts to create a theoretical framework, go over important ideas and models, and point out areas where current research is lacking.
2.1 Quality in Education-Service Quality Management
The terms ‘service quality’ and ‘quality in education’ are difficult to define. Perceptions of service quality often differ based on the requirements of the service's individual customer. In the educational setting, one customer might consider a certain class, curriculum, or university a high-quality educational experience while another might find the same experience mediocre. Karapetrovic and Willborn defined quality of education as ‘the ability of student's knowledge to satisfy stated requirements’ – those requirements being set by employers, accrediting bodies, professional societies, etc (Palaniappan et al., 2021).
"A strategy for enhancing the overall effectiveness, efficiency, cohesion, flexibility, and competitiveness of a business" is how Ho and Wearn defined TQM. They continued by offering a set of rules that had to be adhered to for Total Quality Management (TQM) to be successfully implemented. Ownership of issues, initiative, commitment, total client satisfaction, ongoing development, instruction and training, error prevention, reward and recognition, and cooperation were all part of these standards (Nguyen et al., 2015).
Hennig-Thurau said that educational services fall under the category of services marketing." Because services are distinct in the business world due to their intangibility, heterogeneity, inseparability, and perishability, it is impossible to objectively measure service excellence. The literature on services focuses on perceived quality, which is ascertained by comparing consumers' expectations for service with their evaluations of actual performance (Hennig & Klee, 1997).
In the last ten years, quality initiatives—which have served as a means of accessing higher education at various points—have been the subject of extensive practitioner and scholarly discussion. Student satisfaction is a common metric used to assess the quality of education, and it is critical to meet strategic needs. Recently, the education industry has placed a lot of emphasis on defining service quality, how it relates to satisfaction and value conceptions, and how to evaluate services. Evaluating the caliber of educational services is becoming increasingly important (Subandi & Hamid, 2021).
2.2 Measuring service quality
Raising the standard of services students get systematically is the aim of service quality management in education, which aims to enhance their overall educational experience. SQM at educational institutions includes a broad variety of components, such as the physical infrastructure and tangible learning materials as well as the reliability and responsiveness of the administrative and instructional staff. Effective SQM is necessary to ensure that educational institutions meet or beyond the expectations of students and other stakeholders (Sabuncu & Ok, 2021).
For something to be improved quantitatively, it must be quantified. Higher education, like many service industries, has struggled to establish a price for what it provides. Higher education institutions should work with their clients to develop essential "zero-defect" targets that can then be evaluated using statistical process control techniques, according to Karapetrovic and Willborn (Karapetrovic & Willborn 1997). 
At the departmental level, for example, it is possible to identify and evaluate particular relevant knowledge and competencies. Even though professional tests are sometimes unrelated to any particular university, they do assist in achieving this goal in specific professions. It is unlikely that student achievement will be helpful for high-quality efforts because it is typically not reported to the appropriate institution (Khan & Ghosh 2021). When applied within the institution, Karapetrovic and Willborn's method can produce some useful statistics on student performance; nevertheless, it might be hard to apply it in disciplines or fields where "skills" are ill-defined and hard to measure (Bennouna et al., 2021).
The approach most frequently used to gauge service quality is the SERVQUAL model. A metric called SERVQUAL was developed by Parasuraman et al. to assess how well a service is perceived by customers and compare that perception to their expectations for the same service. Numerous studies have linked the concept of "service quality" to consumer impression. Perceived service quality is the evaluation of customer for a product's review; explaining the overall excellence of product that is based on perceptions of what they were provided with and what they got. Some have linked service quality to customer expectations while disregarding customer perceptions, even though the majority measure it as the difference between the expectations and perceptions of the customer (Raza et al., 2020).
This led to the creation of the most appropriate and well-known definition early on by the pioneers of service quality research, Parasuraman, who explained service quality as the discrepancy among the customers' perceptions of the performance of the service and their standard expectations (Sweis et al., 2016). SERVQUAL remains a valuable tool for assessing service quality in spite of substantial criticism and modification recommendations (Quinn et al., 2009). Service marketing researchers argue that because services have specific characteristics, there needs to be a special way to define and evaluate service excellence. Alternative theories of service quality, such as the American and Nordic perspectives, have been developed by numerous academics (Brady & Cronin, 2001). 
· The Nordic method uses three factors—the company's image, the process's functional quality, and the service encounter's technical quality—to explain service quality (Grönroos 2024). 
· Then, Lehtinen & Lehtinen gave a three-dimensional definition of service quality that includes aspects related to corporate quality, physical quality, and interaction quality. This definition resembles Gronroos' viewpoint quite a little (Lehtinen et al., 1982). 
· The American proposed evaluating service quality using the functional dimension. Parasuraman defines service quality as the degree to which customers' assessments of the service's performance deviate from their normative expectations for the service (Parasuraman, Zeithaml et al. 1988). They were authors who designed the SERVQUAL scale. Five deciding service qualities remained from the original SERVQUAL's ten, as significant connections between several of the criteria were found during a comprehensive statistical analysis conducted in 1988. Tangibles, dependability, confidence, reactivity, and empathy (Ramseook-Munhurrun and Nundlall 2013, Izogo and Ogba 2015).
One service industry that is quickly growing and constantly feeling the consequences of globalization is education. Service quality issues, particularly those pertaining to student happiness, are a relatively recent development. To attract, meet, and retain students, education providers actively work to understand expectations of students and impressions of quality of service (Santos et al., 2020). Like the corporate world, they regularly have to adjust how they assess the caliber of their offerings. Most conceptual frameworks that are used to evaluate the caliber of services are based on concepts from marketing. These frameworks quantify quality based on consumer perceptions, and they are heavily influenced by customer expectations. Some argue that the client's requirements are the only ones that should be considered when assessing quality (Zeithaml 1991). In general, service quality promotes customer satisfaction, stimulates intention to return, and encourages recommendations. Customer satisfaction increases profitability, market share and return on investment. It is time for the education sector to recognize the significance of service improvements for a competitive benefit (Trunina et al., 2021).
The importance of quality in the service industry has attracted a lot of researchers to objectively investigate service quality in a range of service settings, such as long-distance phone, banking, hotels, insurance, and appliance repair. There is still disagreement on the most effective method of measuring service quality. One of the most controversial topics is the SERVQUAL scale, which Parasuraman developed to evaluate the quality of services. SERVQUAL has been used by banks, fast food chains, dry cleaners, business schools, and numerous other companies to evaluate the caliber of their services. To his examination of SERVQUAL's five dimensions, Carman added context-relevant factors, such as the fact that failure rates are higher for schools and universities than for corporations or government agencies (Mostafa, 2006). 
To evaluate service quality in education, it is essential to examine the concept of service quality in light of the situation under investigation. Evaluations of the practical basis of service quality measurement in service literatures have focused on the descriptions of quality in institutes of higher education, service quality aspects, and service quality and customer satisfaction. Giving the island of Cyprus, and especially North Cyprus, a useful base for gauging the quality of educational services is the aim of this research (Arasli et al., 2005).
"How views collected from students fit into institutional quality improvement policies and processes is not always clear," according to Harvey. Moreover, setting up the conditions where student input could result in advancement "is not an easy task." SERVQUAL may gauge students' perceptions of the standard of their learning environments, but it does not gauge the quality of instruction, as Ford et al. have pointed out (Nguyen et al., 2021). According to Oldfield and Baron, researchers employ a performance-only version of the SERVQUAL research instrument to examine how students see the caliber of the services they receive in their education, particularly those that are not immediately connected to the subject matter and style of instruction of course units. Thus, rather than concentrating on curriculum, instruction, or course content, this study aims to address the general service quality of administrative units, such as those provided by the registrar, library, faculty/school offices, rector office, dormitories, sports, health center, etc. The secondary education institutions' overall quality is improved by this study's measurement of service quality (Zulaiha et al., 2020). Thus, the purpose of the study is twofold: to find out the perception of secondary school students regarding service quality management.
2.3 Service quality in various education sectors
Based on the SERVQUAL paradigm, Zeithaml et al.'s work has had a significant impact on service quality research in education (Zeithaml, 1991). In order to create QUALED, McElwee and Redman modified the SERVQUAL paradigm to evaluate service quality in higher education. The study found just eight applicable dimensions of higher education service quality related to course supply (McElwee and Redman 1993). The authors employed the 10 original dimensions of service quality at first, but eventually deleted the security component because it was not relevant to higher education. The expectations and preferences of undergraduates in teaching, learning, and assessment were investigated by Sanders et al (Voss et al., 2007). Using a model of undergraduate and remote learning students, LaBay and Comm have created a series of events to assess the expectations and insights of students regarding their instructor (LaBay & Comm, 2003). 
Similar to this, Slade et al. modified the SERVQUAL to evaluate and contrast undergraduate students' views of service quality between those who stay in the educational system and those who quit their university before finishing their studies. The unique five service quality characteristics served as the foundation for their research, despite the fact that several components were altered to better suit the educational environment (Slade et al., 2000). A modified SERVQUAL was also utilized by Rigotti and Pitt to assess the level of service provided by a business school's MBA and executive development programs. Their findings demonstrated that, despite certain modifications being necessary, SERVQUAL's application in the education sector was deemed appropriate (Rigotti & Pitt, 1992).
In a different study, Hampton measured the level of service quality in a professional setting of higher education using a 45-item survey that included declarations that were parallel to those in the SERVQUAL instrument. His findings validated the application of the gap analysis method for discovering pertinent service deficiencies in higher education, as described in the Parasuraman model of service quality (Hampton 1993). Cuthbert and Galloway discovered, however, that the SERVQUAL dimensions were unsuited for the learning environment. Since the five SERVQUAL dimensions were not supported by their data, it did not seem fit to apply this model in an educational setting (Cechinel & Santos, 2020). Ultimately, the idea of service quality in business education was examined by LeBlanc and Nguyen. They created a 38-item questionnaire based on focus groups and an analysis of pertinent literature (Bagur-Femenias, Llach et al. 2023). After considering Carman's comments, they created a survey to find out what people thought and expected from the business school service, and their exploratory study found seven factors that affect students' assessments of the quality of the services they receive: curriculum, responsiveness, physical evidence, contact administration personnels, reputation, and contact to facilities. Of these, reputation was found to be the most significant. (Ramseook et al., 2010).
Prior research has demonstrated that SQM has a major impact on academic performance, retention, and student happiness in the classroom. For example, Hill (1995) found that schools that prioritize quality enhancements are more likely to satisfy their students and produce better educational results. This highlights the significance of service quality in higher education (Muiruri & Peterson, 2020). 
2.4 Students' Perceptions of Service Quality
To evaluate and enhance educational services, it is crucial to comprehend how students view the quality of the services they get. The way that students engage with instructors and other staff, the architectural layout of the school, and the resources that are available to them all have an impact on their perceptions. Scholars discovered a strong correlation between students' overall happiness with their educational experience and their evaluations of service quality (Wider et al., 2024).
Numerous research initiatives have centered on pinpointing the pivotal elements that impact students' evaluations of service excellence. For instance, O'Neill and Palmer noted the significance of both the material and immaterial components of service quality in influencing students' opinions. Secondary school students' perceptions of service quality are greatly influenced by a number of aspects, including the accessibility of learning resources, the safety and cleanliness of the school, and the staff's and teachers' approachability and assistance (Gindo et al., 2020) 
Numerous studies have been done in the literature to observe the connection amid student results and perceived service quality. Increased student satisfaction is linked to high service quality, and this has a favorable impact on retention rates and academic achievement. Perceived service quality in universities and other higher institutions has a substantial impact on students' satisfaction and loyalty to the institution, according to a study by Annamdevula and Bellamkonda (Annamdevula & Bellamkonda, 2016). The influence of service quality on student results is also noteworthy in the framework of secondary education. Pupils who experience high service quality perceptions are more prospective to participate in school activities, be actively involved in their academics, and perform better academically. On the other hand, low-quality services can cause discontent, disengagement, and increased dropout rates (Binh et al., 2023).
Accurately capturing students' perspectives through valid and trustworthy instruments is necessary for measuring service quality in educational contexts. For this aim, the SERVQUAL model has been widely adopted, with its dimensions modified to suit the unique needs of educational institutions. Data on empathy, reliability, responsiveness, assurance, and tangibility are only a few of the components of service quality that have been gathered through surveys and questionnaires built on the SERVQUAL model. Similar approaches have been used in secondary education. Sultan and Wong's research demonstrated the SERVQUAL model's efficacy in gauging service quality in higher education (Sultan et al., 2022). These tools assist educational institutions in creating strategies to improve service quality by offering insightful information about areas that need improvement (Budiharso &Tarman, 2020).
Although a lot of study has been done on SQM in higher education, additional studies that are primarily focused on secondary education are needed, especially in developing nations like Punjab. Previous studies frequently ignore the particular difficulties and environments seen in secondary education. Subsequent investigations ought to delve into the distinct requirements and viewpoints of high school pupils, scrutinize the influence of diverse aspects of service quality on diverse student results, and formulate customized approaches for executing service quality management in secondary education. The study of the literature emphasizes the significance of service quality management in secondary education as well as how it affects student results and satisfaction. Education institutions can improve the quality of their services and create a better learning environment by comprehending and resolving the attitudes of secondary school students regarding service quality (Iro-Idoro & Ayodele, 2014). The current study aims to seal the gaps in existing research by concentrating on the perceptions of secondary school students in Punjab and providing insights for improving SQM in this context.
2.5 Conceptual Framework of the Study
A few of the components that make up Service Quality Management (SQM) are facilities, instructional quality, administrative responsiveness, extracurricular activities, and support services. Staff competency, leadership, resources, and school policy all have an impact on SQM procedures. Additionally, how well pupils believe the services provided in their secondary school setting affects how satisfied they are. It includes elements like total experience, emotional well-being, social pleasure, and intellectual fulfillment (Glaveli et al., 2023).
It is evident that service quality (SQ) has consistently been a necessary precondition for guaranteeing client gratification in order to sustain customer loyalty and long-term relationships (Alexandris et al., 2004). Lassar et al. assert that because customer satisfaction (CS) has an exceptionally high fiscal value for service organizations in a highly competitive business climate, it is imperative to comprehend the backgrounds and elements of Customer Satisfaction (Lassar et al., 2000). Bitner provides additional evidence to corroborate this claim, having studied 145 travelers and discovered that SQ has been a significant factor in CS (Bitner, 1990). 
Initial study by Bigne and his colleagues exposed that the service quality has a direct relationship with satisfaction (Bigne et al., 2003). According to a study conducted in a higher education environment by Ham and co, there is a substantial positive association between SQ and student satisfaction (SS), with the reliability component having the largest relationship with SS. This is followed by the dimensions of reliability, assurance, tangibility, empathy and responsiveness (Ham & Hayduk, 2003). This strengthens the claim that the tool can be tailored to any service organization with only modest adjustments (Chuah & Ramalu, 2011).
From the above literature discussion and proposed hypothesis, a conceptual framework was designed for this study (Figure 1).  
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Figure 1. Conceptual framework of the Study

CHAPTER III
RESEARCH METHODOLOGY
To study the effect of SQM on students’ satisfaction at secondary school level in Punjab following methodology is used:
[bookmark: _j0iiuvvtktbd]3.1 Research Design
In the present study, Quantitative research based on demographic research design was adopted.  This approach has helped in the systematic collection of data and has further aided in numerical analysis to examine the association between student satisfaction and SQM.
[bookmark: _vj9xtw6yqxdu]3.2 Population and Sampling
[bookmark: _ad9s127oxpjs][bookmark: _qfpccg6yrfq2]The targeted population of this study was secondary school students from district Hafizabad whereas, a total of 300 (Public= 150, Private=150) students were selected as participants through simple random sampling technique. This technique has given every student of the population got a chance to record his/her statement. The sample were divided based on gender (male, female) to analyze any potential differences in perception of both gender. 
[bookmark: _u6izppuqehlw]3.3 Instrumentation
Structured questionnaire was used to collect the responses of secondary school students regarding SQM. This questionnaire will be adopted from Parasuraman (1985) with the dimensions of tangibility, reliability, responsiveness, assurance and empathy.  In all the previous studies, these dimensions have played a critical role by being critical components of service quality. Permission was taken from the school’s administration. 
The questionnaire was based on the perception of secondary school students regarding service quality management in their schools. There were 31 items in all for measuring service perception of perceived service quality. Out of 31, 8 items were of Tangible Infrastructure, 5 were of responsiveness, 9 items were of reliability, 3 questions belonged to empathy and 6 were of assurance.  A five-point Likert scale was used for data collection – with ‘1’ being ‘strongly disagree’ and ‘5’ being ‘strongly agree’(Robinson 2024).
[bookmark: _38m2l7a63iad]3.4 Reliability and Validity of the Questionnaire
[bookmark: _6ya4jcxfc4hu][bookmark: _j7mr01sfkyqg][bookmark: _4wdtbrmby49q]Reliability refers to an instrument's ability to produce consistent information over time. It indicates that using the same instrument multiple times should yield the same results. Therefore, it is expected that the instrument will provide consistent outcomes across different instances. Additionally, it reflects the instrument's measurement consistency over a series of applications (Creswell, 2014). In this study, reliability refers to the consistency and stability of the data collection instruments and procedures employed to assess secondary school students' perceptions of Service Quality Management (SQM). Ensuring reliability is crucial to guaranteeing that the findings accurately represent the views and opinions of the participants. In this research, Cronbach’s Alpha was used to analyze the reliability of the questionnaire and instrument (Cronbach, 1951). The reliability of the tool was checked by collected the response of the participants from target sample. 
Validity includes the survey content’ ability of assessing what is required to be measure in a precise manner. Validity in this study pertains to the amount to which the research accurately processes what it intends to measure – in this case, the perceptions of secondary school students regarding Service Quality Management. Establishing validity is essential to ensure that the findings are meaningful and reflect the true attitudes and beliefs of the participants (Nunnally 1978).
In this research, face validity was conducted to determine whether the questionnaires contained appropriate questions for measurement. After receiving feedback from experts, including the supervisor and senior colleagues, the final version of the questionnaire was prepared, ensuring that the items, objectives, and research hypotheses were appropriate for the study. Additionally, content validity was employed to confirm the validity of the questionnaires. The supervisor, statistical experts, and senior colleagues contributed to validating the content to ensure it covered the subject matter comprehensively. A literature review was carried out to identify key concepts for formulating the items effectively and evaluating them.
3.5 Data collection and Ethical Consideration
Research data was collected by using questionnaire which was based on five points Likert scale from 1. Strongly disagree (SDA) to 5. Strongly Agree (SA) and survey method was used. During data collection, all the research ethics were followed. The study's purpose was briefly explained to all respondents, and instructions were provided for completing the questionnaire. The researcher personally visited the sample institution and assured respondents that the collected data would remain confidential and be used solely for academic purposes. Additionally, the data was gathered without offering any rewards to the participants.
  
[bookmark: _sglk7i922ovd]3.6 Data Analysis
The collected data was entered in sheets by using Statically Package for Social Sciences (SPSS). Both descriptive statistics (Mean, Standard Deviation, Factor loading) and inferential statistics (independent sample t-test) were administered to test the research questions proposed in this study. 


CHAPTER IV
Results
Table 4.1: Descriptive analysis for dimension Tangible Infrastructure
	Statements
	Mean
	S.D

	General appearance of the building is appreciated.
	4.39
	0.98

	There is a sufficient light in classrooms.
	4.59
	0.95

	There is normal temperature in classrooms to fulfill the requirement of teaching process.
	4.31
	1.0

	Boundary walls are as high as suitable for security.
	4.14
	1.01

	Security Guard is available on gate for full time.
	4.74
	0.91

	Have a nice physical appearance of staff members.  
	4.60
	0.93

	Computer lab is appropriate to fill the student’s requirement.
	3.45
	1.02

	Chairs are available in every classroom according to student’s strength.
	4.74
	0.91


Overall= M= 4.37, SD= 0.96
The table 4.1 summarized the respondents' perceptions of various aspects of the physical Infrastructure in the secondary schools of district Hafizabad. The overall mean suggested that respondents generally had a positive perception of the tangible infrastructure, with an overall moderately high level of agreement. The overall standard deviation of 0.96 reflected the moderate variability in the responses. This descriptive analysis showed a generally positive and satisfactory results for the tangible infrastructure aspects, with the security guard availability being the highest rated, and computer lab appropriateness being the area that respondents are least satisfied with.
Table 4.2: Descriptive analysis for dimension Responsiveness
	Statements
	Mean
	S.D

	Career counselling facility is available for students.
	4.68
	0.92

	Teachers are able to answer the student’s questions in a satisfactory way.
	4.50
	0.95

	First aid is available for students in case of emergency.
	4.64
	0.93

	Action is taken on complaints of students properly.
	4.40
	0.97

	Focus on dealing the queries efficiently.
	4.45
	0.96


Overall= M= 4.53, SD= 0.94
The table 4.2 provided the insight into respondents' perceptions of how responsive their institution is to student needs, specifically regarding services like career counseling, teacher support, emergency aid, and complaint handling. The results are summarized using the Mean (M) and Standard Deviation (SD) for each statement, with an overall mean and standard deviation provided. The overall mean score indicated that respondents had a strong positive perception of the institution's responsiveness to their needs. The overall standard deviation suggested a moderate amount of variability in responses, meaning that most respondents agreed, but there was some diversity in opinion. This analysis showed that career counseling and first aid services were seen as the most responsive, while handling student complaints showed relatively more variation in satisfaction. 


Table 4.3: Descriptive analysis for dimension Reliability
	Statements
	Mean
	S.D

	Registration of the students is completed in time and error free.
	4.79
	0.92

	Student’s record is urgently available individually when it required.
	4.52
	0.93

	Classes are conduct regularly.
	4.55
	0.94

	Syllabus is always completed as per requirement.
	4.85
	0.89

	Exams are always conducted according to schedule.
	4.29
	0.99

	Results are always announced with accuracy.
	4.41
	0.95

	Teaching staff is highly qualified.
	4.57
	0.97

	The behavior of the Management staff is polite to solve the student’s problem as claimed.
	4.35
	0.98

	Timetable is implemented without clashes.
	4.55
	0.94


Overall= M= 4.54, SD= 0.94
The table 4.3 provided insights into how reliably the institution performed various activities related to student services, such as timely registration, availability of records, regular classes, and accuracy in results. Each item was assessed based on the Mean (M) and Standard Deviation (SD), with an overall mean and standard deviation. Students had a strong perception of the institution's reliability in key areas like timely registration, syllabus completion, and class regularity. However, there was slightly more variability in opinions regarding the accuracy of results, behavior of management staff, and exam scheduling.


Table 4.4: Descriptive analysis for dimension Empathy
	Statements
	Mean
	S.D

	Study rooms are available for students.
	4.40
	0.95

	Teachers are willing to solve the student’s problem individually
	4.35
	0.98

	Rules and regulations are based on the interest of students.
	4.01
	1.03


Overall= M= 4.25, SD= 0.98
The results of table 4.4 indicated the perceptions of students regarding various aspects of their educational environment, with mean values representing the average level of agreement and standard deviations (S.D.) showing the variability in responses. The results showed that students generally had a positive perceptions of their educational environment. They strongly agreed that study rooms are available and that teachers are willing to assist them individually. However, there was slightly less agreement regarding whether the rules and regulations are in the best interest of students, with more variability in opinions on this aspect. 


Table 4.5: Descriptive analysis for dimension Assurance
	Statements
	Mean
	S.D

	There is friendly environment among staff.
	4.46
	0.94

	There is a team building environment in the institution.
	4.06
	1.03

	All the staff members and students do not feel hesitation to follow the rules and regulation of the institution.
	4.13
	1.02

	There is a full proof security of the institution.
	4.37
	0.97

	Vision and mission of the institution is made on the base of innovation.
	4.18
	1.0

	There is a strong culture of the institution.
	4.41
	0.95


Overall= M= 4.26, SD= 0.98
The results of the descriptive analysis of the dimension "Assurance" highlighted the perceptions of students regarding various aspects of institutional security, culture, and environment. The combined mean score across all statements was 4.26, with a standard deviation of 0.98, indicating an overall positive perception of the assurance-related aspects of the institution, though with some variability in specific areas such as team-building and rule-following.


Table 4.6: Factor Loading for Tangible Infrastructure 
	Factor
	Items
	Loading

	Tangible Infrastructure
	TI1
	0.66

	
	TI2
	0.73

	
	TI3
	0.78

	
	TI4
	0.84

	
	TI5
	0.79

	
	TI6
	0.66

	
	TI7
	0.93

	
	TI8
	0.78



To evaluate the loading of each item, factor loading was applied. The findings showed that the statistical values of the items were between 0.66 and 0.88. It shows that all these items were moderately accepted about tangible infrastructure in order to conduct this study. These loadings values suggested that all items contribute to the representation of tangible infrastructure, with some having a more pronounced influence than others.
Table 4.7: Factor Loading for Responsiveness 
	Factor
	Items
	Loading

	Responsiveness 
	Re1
	0.66

	
	Re2
	0.73

	
	Re3
	0.78

	
	Re4
	0.84

	
	Re5
	0.79



To evaluate the loading of each item, factor loading was applied. The findings indicated that the statistical values of the items were between 0.66 and 0.84. It showed that all these items were moderately accepted about responsiveness dimension of SQM in order to conduct this study.
Table 4.8: Factor Loading for Reliability 
	Factor
	Items
	Loading

	Reliability
	Rel1
	0.92

	
	Rel2
	0.88

	
	Rel3
	0.79

	
	Rel4
	0.86

	
	Rel5
	0.78

	
	Rel6
	0.92

	
	Rel7
	0.66

	
	Rel8
	0.73

	
	Rel9
	0.78



To evaluate the loading of each item, factor loading was applied. The findings indicated that the statistical values of the items were between 0.66 and 0.92. It showed that all these items were strongly accepted about reliability dimension in order to conduct this study of SQM. 
Table 4.9: Factor Loading for Empathy 
	Factor
	Items
	Loading

	Empathy 
	E1
	0.69

	
	E2
	0.88

	
	E3
	0.77



To evaluate the loading of each item, factor loading was applied. The findings indicated that the statistical values of the items were range 0.69 to 0.88. It showed that all these items were moderately accepted about empathy in order to conduct this study.  And they contribute meaningfully to the Empathy dimension of SQM framework.
Table 4.10: Factor Loading for Assurance 
	Factor
	Items
	Loading

	Assurance
	As1
	0.77

	
	As2
	0.70

	
	As3
	0.69

	
	As4
	0.88

	
	As5
	0.77

	
	As6
	0.69



To evaluate the loading of each item, factor loading was applied. The findings indicated that the statistical values of the items were range 0.69 to 0.88. It showed that all these items have satisfactory to high correlations and influence on Assurance within SQM framework. These items were moderately accepted about Assurance in order to conduct this study.









Table 4.11: Independent sample t test for Tangible Infrastructure (N=300)

	Statements
	Group
	Mean (M)
	Standard Deviation (SD)
	t_stat
	p_value (Sig.)

	General appearance of the building is appreciated.
	Public
	4.41
	1.09
	2.60
	0.01*

	
	Private
	4.12
	0.97
	
	

	There is a sufficient light in classrooms.
	Public
	4.77
	0.42
	4.56
	0.00*

	
	Private
	4.40
	0.93
	
	

	There is normal temperature in classrooms to fulfil the requirement of teaching process.
	Public
	4.42
	0.89
	2.53
	0.01*

	
	Private
	4.13
	0.93
	
	

	Boundary walls are as high as suitable for security.
	Public
	4.23
	0.84
	5.27
	0.00*

	
	Private
	3.42
	1.61
	
	

	Security Guard is available on gate for full time.
	Public
	3.78
	1.78
	5.58
	0.00*

	
	Private
	4.63
	0.60
	
	

	Have a nice physical appearance of staff members.  
	Public
	4.39
	1.09
	2.93
	0.00*

	
	Private
	4.68
	0.47
	
	

	Computer lab is appropriate to fill the student’s requirement.
	Public
	3.20
	1.60
	1.82
	0.07

	
	Private
	3.50
	1.31
	
	

	Chairs are available in every classroom according to student’s strength.
	Public
	4.74
	0.44
	0.02
	0.21

	
	Private
	4.75
	0.44
	
	

	Overall
	Public
	4.242
	1.018
	3.16
	0.03

	
	Private 
	4.203
	0.907
	
	



Table 4.11 presented a comparison between public and private educational institutions regarding various aspects of tangible infrastructure. The results showed that public institutions scored significantly higher on the general appearance of the building (Mean = 4.41, SD = 1.09) compared to private institutions (Mean = 4.12, SD = 0.97), with a t-value of 2.60 and a p-value of 0.01, indicating a statistically significant difference. Public institutions also had higher ratings for sufficient lighting in classrooms (Mean = 4.77, SD = 0.42) compared to private institutions (Mean = 4.40, SD = 0.93), with a t-value of 4.56 and a p-value of 0.00. For classroom temperature and boundary walls suitable for security, public institutions again scored higher, with significant differences in both areas (p-values of 0.01 and 0.00, respectively). On the other hand, private institutions performed significantly better in terms of having a full-time security guard available (Mean = 4.63, SD = 0.60) compared to public institutions (Mean = 3.78, SD = 1.78), as reflected by a negative t-value of 5.58 and a p-value of 0.00. The appearance of staff members also favored private institutions (Mean = 4.68, SD = 0.47), with a significant difference (p = 0.00).
In summary, this table compared the public and private institutions on tangible infrastructure aspects like building appearance, classroom lighting, temperature control, and security. Public institutions scored higher in areas like building appearance and lighting, while private institutions excelled in having full-time security guards. 


Table 4.12: Independent sample t test for Responsiveness (N=300)
	Statements
	Group
	Mean (M)
	Standard Deviation (SD)
	t_stat
	p_value (Sig.)

	Career counselling facility is available for students.
	Public
	4.54
	0.87
	3.57
	0.00*

	
	Private
	4.84
	0.54
	
	

	Teachers are able to answer the student’s questions in a satisfactory way.
	Public
	4.68
	0.67
	5.19
	0.00*

	
	Private
	4.16
	1.01
	
	

	First aid is available for students in case of emergency.
	Public
	3.31
	1.76
	9.37
	0.00*

	
	Private
	4.71
	0.58
	
	

	Action is taken on complaints of students properly.
	Public
	4.02
	1.31
	5.55
	0.00*

	
	Private
	4.67
	0.59
	
	

	Focus on dealing the queries efficiently.
	Public
	4.34
	0.96
	0.91
	0.21

	
	Private
	4.42
	0.66
	
	

	Overall 
	Public
	4.178
	1.114
	4.91
	0.04*

	
	Private 
	4.54
	0.676
	
	



The table 4.12 compared public and private institutions in terms of their responsiveness. Private institutions showed significantly better outcomes in several areas, such as the availability of career counseling (Mean = 4.84, SD = 0.54) compared to public institutions (Mean = 4.54, SD = 0.87), with a t-value of 3.57 and a p-value of 0.00. Similarly, private institutions were rated much higher in terms of providing first aid in emergencies (Mean = 4.71, SD = 0.58), whereas public institutions scored considerably lower (Mean = 3.31, SD = 1.76), with a highly significant p-value of 0.00. Regarding how student complaints were handled, private institutions again outperformed public institutions, with a mean score of 4.67 (SD = 0.59) compared to public institutions' mean of 4.02 (SD = 1.31). However, public institutions scored significantly higher in teachers' ability to answer student questions satisfactorily (Mean = 4.68, SD = 0.67) compared to private institutions (Mean = 4.16, SD = 1.01), with a t-value of 5.19 and a p-value of 0.00.
In conclusion, the responsiveness of public and private institutions was analyzed. Private institutions were rated higher in providing career counseling, first aid, and properly addressing complaints, while public institutions were stronger in teachers' ability to answer student questions. Overall, private institutions seemed to offer more student-centric services in terms of response to needs and emergencies.
Table 4.13: Independent sample t test for Reliability (N=300)
	Statements
	Group
	Mean (M)
	Standard Deviation (SD)
	t_stat
	p_value (Sig.)

	Registration of the students is completed in time and error free.
	Public
	4.80
	0.48
	0.40
	0.05*

	
	Private
	4.77
	0.51
	
	

	Student’s record is urgently available individually when it required.
	Public
	4.12
	1.39
	2.48
	0.01*

	
	Private
	4.43
	0.64
	
	

	Classes are conduct regularly.
	Public
	4.52
	0.85
	0.80
	0.02*

	
	Private
	4.59
	0.64
	
	

	Syllabus is always completed as per requirement.
	Public
	4.81
	0.40
	0.86
	0.03*

	
	Private
	4.74
	0.83
	
	

	Exams are always conducted according to schedule.
	Public
	4.11
	1.02
	1.78
	0.08

	
	Private
	4.29
	0.76
	
	

	Results are always announced with accuracy.
	Public
	4.38
	0.84
	0.77
	0.04*

	
	Private
	4.45
	0.70
	
	

	Teaching staff is highly qualified.
	Public
	4.47
	0.70
	2.96
	0.00*

	
	Private
	4.68
	0.57
	
	

	The behaviour of the Management staff is polite to solve the student’s problem as claimed.
	Public
	4.44
	1.04
	1.74
	0.08

	
	Private
	4.24
	0.88
	
	

	Timetable is implemented without clashes.
	Public
	4.47
	0.85
	1.96
	0.05*

	
	Private
	4.64
	0.70
	
	

	Overall
	Public
	4.457
	0.8441
	1.52
	0.04*

	
	Private 
	4.64
	0.692
	
	



The table 4.13 analyzed the reliability of services provided by public and private institutions. Public and private institutions were relatively close in terms of timely and error-free student registration, with no significant difference (p = 0.69). However, private institutions excelled in ensuring urgent availability of student records (Mean = 4.43, SD = 0.64), significantly outperforming public institutions (Mean = 4.12, SD = 1.39), with a p-value of 0.01. Teaching staff qualifications were also rated higher in private institutions (Mean = 4.68, SD = 0.57) than in public institutions (Mean = 4.47, SD = 0.70), showing a statistically significant difference (p = 0.00). On the other hand, public institutions performed well in implementing timetables without clashes and completing the syllabus as required, although differences in these areas were less significant.
However, this table assessed the reliability of services such as registration, teaching, and exam scheduling. Both institution types performed similarly in most areas, but private institutions were rated higher in ensuring the urgent availability of student records and in the qualifications of teaching staff. Public institutions did well in completing syllabi and adhering to timetables.
Table 4.14: Independent sample t test for empathy (N=300)
	Statements
	Group 
	Mean (M)
	Standard deviation (SD)
	t_stat
	p_value (Sig.)

	Study rooms are available for students.
	Public 
	4.20
	1.17
	3.94
	0.00*

	
	Private
	4.63
	0.54
	
	

	Teachers are willing to solve the student’s problem individually.
	Public 
	4.38
	0.84
	1.04
	0.14

	
	Private 
	4.31
	0.51
	
	

	Rules and regulations are based on the interest of students.
	Public 
	3.58
	0.82
	9.61
	0.00*

	
	Private 
	4.47
	0.75
	
	

	Overall 
	Public
	4.05
	0.71
	4.86
	0.04*

	
	Private 
	4.47
	0.59
	
	



Table 4.14 examined the empathy dimension in both public and private institutions. Private institutions were significantly better at providing study rooms for students (Mean = 4.63, SD = 0.54) compared to public institutions (Mean = 4.20, SD = 1.17), with a p-value of 0.00. In contrast, there was no significant difference in teachers' willingness to solve student problems individually, with both types of institutions scoring similarly. Rules and regulations were perceived as more student-friendly in private institutions (Mean = 4.47, SD = 0.75) compared to public ones (Mean = 3.58, SD = 0.82), resulting in a highly significant p-value of 0.00.
Private institutions scored significantly higher on empathy-related aspects, such as providing study rooms and creating rules that align with student interests. Public and private institutions performed similarly in terms of teachers' willingness to solve student problems individually. Overall, private institutions were perceived as more empathetic to student needs.
Table 4.15: Independent sample t test for Assurance (N=300)
	Statements
	Group 
	Mean (M)
	Standard deviation (SD)
	t_stat
	p_value (Sig.)

	There is friendly environment among staff.
	Public 
	4.35
	0.84
	2.30
	0.02*

	
	Private
	4.57
	0.78
	
	

	There is a team building environment in the institution.
	Public 
	3.93
	0.71
	3.17
	0.00*

	
	Private 
	4.21
	0.80
	
	

	All the staff members and students do not feel hesitation to follow the rules and regulation of the institution.
	Public 
	4.30
	0.54
	3.63
	0.00*

	
	Private 
	3.95
	1.04
	
	

	There is a full proof security of the institution.
	Public 
	4.21
	0.64
	4.25
	0.00*

	
	Private 
	4.53
	0.67
	
	

	Vision and mission of the institution is made on the base of innovation.

	Public 
	4.14
	0.78
	0.69
	0.28

	
	Private 
	4.22
	0.92
	
	

	There is a strong culture of the institution.
	Public 
	4.60
	0.69
	4.14
	0.00*

	
	Private 
	4.20
	0.97
	
	

	Overall 
	Public
	4.255
	0.851
	3.03
	0.05*

	
	Private 
	4.280
	0.858
	
	


In the table 4.15, the assurance-related aspects of public and private institutions were compared. Private institutions scored significantly higher in terms of creating a friendly environment among staff (Mean = 4.57, SD = 0.78) compared to public institutions (Mean = 4.35, SD = 0.84), with a p-value of 0.02. They also performed better in establishing a team-building environment and providing full-proof security, both with significant p-values of 0.00. Interestingly, public institutions had stronger ratings in institutional culture (Mean = 4.60, SD = 0.69) compared to private institutions (Mean = 4.20, SD = 0.97), showing a highly significant p-value of 0.00, indicating that public institutions may have a more established and cohesive institutional culture.
The assurance dimension presented aspects like staff friendliness, security, and institutional culture. Private institutions were rated better in creating a friendly and secure environment, while public institutions scored higher on institutional culture. This indicates that while private institutions may be more proactive in certain areas, public institutions are perceived to have a more cohesive and established culture. These summaries highlighted the strengths of public institutions in areas like infrastructure and culture, while private institutions tend to excel in student services and staff-related dimensions.Bottom of Form


CHAPTER V
SUMAMRY, FINDINGS, CONCLUSION, DISCUSSION AND RECOMMENDATIONS
5.1 Summary
A significant body of research has advocated for the adaptation of service quality measurement scales to various service contexts including to assess the service quality in educational systems. Earlier studies have introduced different methods of service quality, reflecting diverse definitions of what quality means. Among these, the SERVQUAL scale, developed by Parasuraman et al. (1985), is one of the most widely used. As the educational landscape continuously evolves, the demand for excellence in education is increasing.
There is a clear need for a service quality model in secondary educational institutions to help organization recognize high-quality standards and pinpoint areas of concern. Efforts to enhance quality management have been hindered by the absence of tools specifically designed for quality measurement. Furthermore, most existing research in education has primarily focused on higher education or student perceptions. Investigations into service quality within secondary education contexts are relatively sparse, and where studies have occurred, limited conclusions have been drawn from the perspectives of educators. It is crucial for secondary schools to address quality matters, not only through endorsement for recognition by legislative bodies or by evaluating education quality but also by considering the facets of service quality that instructors view as essential. 
The current study investigated service quality management (SQM) in secondary schools, focusing on students' perceptions across five dimensions: tangibility, reliability, responsiveness, assurance, and empathy. The research explores how these factors differ between public and private institutions. The theoretical framework is based on the SERVQUAL model, which assesses the gap between expectations and perceptions of service quality. A total of 300 students from both public and private schools in Hafizabad, Punjab, were surveyed using a structured questionnaire. The analysis utilized independent sample t-tests to compare student satisfaction across the five dimensions.

5.2 Findings
1. It was found that the participants were satisfied about the factor Tangibility.
2. It was found that the participants were satisfied about the factor Reliability.
3. It was found that the participants were satisfied about the factor Responsiveness.
4. It was found that the participants were satisfied about the factor Empathy
5. It was found that the participants were satisfied about the factor Assurance.
6. It was concluded that all the statements were moderate about factor loading for Tangibility Infrastructure.
7. It was concluded that all the statements were moderate about factor loading for Responsiveness.
8. It was concluded that all the statements were moderate about factor loading for Reliability.
9. It was concluded that all the statements were moderate about factor loading for Empathy.
10. It was concluded that all the statements were moderate about factor loading for Assurance.
11. It was concluded that there was significant difference found about the statement “General appearance of the building is appreciated of tangibility.”
12. It was concluded that there was significant difference found about the statement “There is a sufficient light in classrooms of tangibility.”
13. It was concluded that there was significant difference found about the statement “There is normal temperature in classrooms to fulfill the requirement of teaching process of tangibility.”
14. It was determined that there was substantial difference found about the statement “Boundary walls are as high as suitable for security of tangibility.”
15. It was determined that there was major difference found about the statement “Security Guard is available on gate for full time of tangibility.”
16. It was determined that there was significant difference found about the statement “Have a nice physical appearance of staff members of tangibility.”
17. It was determined that there was significant difference found about the statement “Computer lab is appropriate to fill the student’s requirement of tangibility.”
18. It was determined that there was substantial difference found about the statement “Chairs are available in every classroom according to student’s strength of tangibility.”
19. It was determined that there was significant difference found about the statement “Career counselling facility is available for students Responsiveness.” 
20. It was determined that there was significant difference found about the statement 
“Teachers are capable of answering the questions of student in a acceptable way” Responsiveness.
21. It was concluded that there was significant difference found about the statement “First aid is available for students in case of emergency” Responsiveness.
22. It was concluded that there was noteworthy difference found about the statement “Action is taken on complaints of students properly” Responsiveness.
23. It was concluded that there was significant difference found about the statement “Focus on dealing the queries efficiently” Responsiveness.
24. It was determined that there was substantial difference found about the statement “Registration of the students is completed in time and error free” Reliability.
25. It was determined that there was significant difference found about the statement “Student’s record is urgently available individually when it required” Reliability.
26. It was found that there was substantial difference found about the statement “Classes are conduct regularly” Reliability.
27. It was determined that there was noteworthy difference found about the statement “Syllabus is always completed as per requirement” Reliability.
28. It was determined that there was significant difference found about the statement “Exams are always conducted according to schedule” Reliability.
29. It was concluded that there was substantial difference found about the statement “Results are always announced with accuracy” Reliability.
30. It was concluded that there was substantial difference found about the statement “Teaching staff is highly qualified” Reliability.
31. It was concluded that there was significant difference found about the statement “The behavior of the Management staff is polite to solve the student’s problem as claimed” Reliability.
32. It was resolved that there was substantial difference found about the statement “Timetable is implemented without clashes” Reliability.
33. It was concluded that there was major difference found about the statement “Study rooms are available for students” Empathy.
34. It was concluded that there was significant difference found about the statement “Teachers are willing to solve the student’s problem individually” Empathy.
35. It was concluded that there was significant difference found about the statement “Rules and regulations are based on the interest of students” Empathy.
36. It was concluded that there was significant difference found about the statement “There is friendly environment among staff” Assurance.
37. It was concluded that there was significant difference found about the statement “There is a team building environment in the institution” Assurance.
38. It was concluded that there was significant difference found about the statement “All the team members and students have never felt hesitation to follow the rules and regulation of the institution” Assurance.
39. It was concluded that there was significant difference found about the statement “There is a full proof security of the institution” Assurance.
40. It was concluded that there was significant difference found about the statement “Vision and mission of the institution is made on the base of innovation” Assurance.
41. It was concluded that there was significant difference found about the statement “There is a strong culture of the institution” Assurance.


5.3 Conclusion
It was concluded that the respondents were agreed about all the statements of Tangibility, Reliability, Responsiveness, Empathy and Assurances. Moreover, there was found a substantial difference between public and private secondary school students about all the dimensions such as; Tangibility, Reliability, Responsiveness, Empathy and Assurances. Further, both public and private schools have strengths in different areas of service quality, private schools generally provide higher levels of student satisfaction, particularly in terms of responsiveness and empathy. The findings highlighted the need for public schools to improve their responsiveness and safety measures to meet students' expectations better.
5.4 Discussion and Recommendations:
The primary contribution of this study is to understand the perception of secondary school students regarding service quality management. Through quantitative analysis, several factors were condensed into five key dimensions of service quality: “tangibility, reliability, responsiveness, empathy, and assurance” based on 23 statements. The literature review highlighted that although the service quality model proposed by Parasuraman et al. (1988) is widely accepted, any measurement of service quality must be contextualized, as no universal set of dimensions and items exists to define service quality across various industries. Nonetheless, this study supports the 5-factor structure established by Parasuraman et al. (1988). The findings indicated that the SERVQUAL model can be adapted for specific service contexts. The results affirm the relevance of these five dimensions, offering a customized measurement scale for service quality in secondary education that can serve as a basis for discussions around service quality and identifying areas for improvement.
The study revealed significant differences between public and private schools in delivering various aspects of SQM. Public schools excel in infrastructural aspects but lag in services directly related to student safety and personal development. Conversely, private schools, with their higher investment in security, responsiveness, and staff qualifications, appear more student-centric. However, the strong institutional culture in public schools indicates a well-established community that may support long-term educational success.
The perception of secondary school students regarding service quality management (SQM) in Pakistan is particularly significant in light of the country's ongoing educational reforms and challenges. The findings reveal that students in Pakistani secondary schools view various dimensions of SQM such as reliability, responsiveness, empathy, school facilities, and assurance-discipline as vital to their educational experience. High ratings in reliability indicate that students prioritize the consistency and dependability of academic services, such as timely class schedules and transparent examination processes, which are critical for their academic success. The emphasis on responsiveness suggests that students expect prompt and effective communication from educators and administrative staff, reflecting their need for a supportive and interactive learning environment.
Moreover, the importance placed on empathy highlights students' desire for personalized attention and understanding from teachers, which is essential in fostering a nurturing educational atmosphere. However, the dimensions related to school facilities and overall infrastructure reflect significant concerns, as many Pakistani secondary schools face issues such as inadequate resources, overcrowded classrooms, and insufficient access to technology. These challenges can hinder students' learning experiences and impact their perceptions of service quality.
This study emphasizes that secondary institutes must recognize how the diverse anticipated dimensions affect internal service quality, enabling them to design an effective and efficient service delivery process that ultimately enhances service for external consumers (students). It is the management's responsibility to provide the necessary resources to meet the service quality standards for internal consumers regarding school services and infrastructure. Consequently, school organization can utilize this service quality measurement scale to assess the quality of services provided to educators and identify areas needing enhancement. The concept of customer-driven service quality presents a meaningful opportunity for policymakers seeking to develop quality measures in the secondary education sector. Following improvements are recommended:
1. Improvement in Public School Security: Public schools should invest in better security infrastructure to match the levels seen in private schools.
2. Enhanced Responsiveness in Public Schools: Implement better career counseling, emergency services, and complaint handling in public schools.
3. Private School Culture Development: While private schools excel in service delivery, they should work on creating a more cohesive and inclusive institutional culture.
4. Regular Feedback Mechanisms: Both public and private schools should establish continuous feedback systems to ensure that they are meeting students' evolving expectations.
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Questionnaire

DEMOGRAPHICS
The following data is required for statistical purposes only; please do not give your name or identification.
	Gender
	(1) Female
	(2) Male

	Institution
	(1) Public 
	(2) Private



1: Tangible Infrastructure
	(1)  Strongly Disagree (2) Disagree (3) Neutral (4) Agree (5) Strongly Agree

	
	QUESTIONS
	SDA
	DA
	N
	A
	SA

	1
	General appearance of the building is appreciated.
	1
	2
	3
	4
	5

	2
	There is a sufficient light in classrooms.
	1
	2
	3
	4
	5

	3
	There is normal temperature in classrooms to fulfill the requirement of teaching process.
	1
	2
	3
	4
	5

	4
	Boundary walls are as high as suitable for security.
	1
	2
	3
	4
	5

	5
	Security Guard is available on gate for full time.
	1
	2
	3
	4
	5

	6
	Have a nice physical appearance of staff members.  
	1
	2
	3
	4
	5

	7
	Computer lab is appropriate to fill the student’s requirement.
	1
	2
	3
	4
	5

	8
	Chairs are available in every classroom according to student’s strength.
	1
	2
	3
	4
	5



2: Responsiveness
	1
	Career counselling facility is available for students.
	1
	2
	3
	4
	5

	2
	Teachers are able to answer the student’s questions in a satisfactory way.
	1
	2
	3
	4
	5

	3
	First aid is available for students in case of emergency.
	1
	2
	3
	4
	5

	4
	Action is taken on complaints of students properly.
	1
	2
	3
	4
	5

	5
	Focus on dealing the queries efficiently.
	1
	2
	3
	4
	5



3: Reliability
	1
	Registration of the students is completed in time and error free.
	1
	2
	3
	4
	5

	2
	Student’s record is urgently available individually when it required.
	1
	2
	3
	4
	5

	3
	Classes are conduct regularly.
	1
	2
	3
	4
	5

	4
	Syllabus is always completed as per requirement.
	1
	2
	3
	4
	5

	5
	 Exams are always conducted according to schedule.
	1
	2
	3
	4
	5

	6
	Results are always announced with accuracy.
	1
	2
	3
	4
	5

	7
	Teaching staff is highly qualified.
	1
	2
	3
	4
	5

	8
	The behavior of the Management staff is polite to solve the student’s problem as claimed.
	1
	2
	3
	4
	5

	9
	Timetable is implemented without clashes.
	1
	2
	3
	4
	5



4: Empathy
	1
	Study rooms are available for students.
	1
	2
	3
	4
	5

	2
	Teachers are willing to solve the student’s problem individually.
	1
	2
	3
	4
	5

	3
	Rules and regulations are based on the interest of students.
	1
	2
	3
	4
	5



5: Assurance
	1
	There is friendly environment among staff.
	1
	2
	3
	4
	5

	2
	There is a team building environment in the institution.
	1
	2
	3
	4
	5

	3
	All the staff members and students do not feel hesitation to follow the rules and regulation of the institution.
	1
	2
	3
	4
	5

	4
	There is a full proof security of the institution.
	1
	2
	3
	4
	5

	5
	Vision and mission of the institution is made on the base of innovation.
	1
	2
	3
	4
	5

	6
	There is a strong culture of the institution.
	1
	2
	3
	4
	5
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