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The Service Quality of the Office of Academic Services and Information Technology,

North Eastern University
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Abstract

The purposes of this study were: 1) to study service quality and 2) to analyze the factors
influencing on service quality of the Office of Academic Services and Information Technology, North Eastern
University. The data used in this study were obtained from the qualitative questionnaire with correlation
coefficient at 0.94 and alpha coefficient of reliability at 0.935. The sample group consisted of 400 customers.
The Multi-stage sampling was used in this study. The statistics used in data analysis were percentage, mean,
standard deviation and component analysis. The results were found that: 1) The service quality in 5 aspects
in overall was rated at a high level comparing with the set criteria in various aspects, namely, the aspect of
equal service, on-time service, adequate service and continuous service. 2) There were 12 factors influencing
on service quality (component value of 0.201 - 0.754). The first three factors at the highest level included

queue service, fulfillment of service and adequate and ready service respectively.

Keywords: Service Quality, Factors Influencing on Service, Office of Academic Services
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