| ISSN : 0973-855X

@) MPJSS

Madhya Pradesh
Journal of
Social Sciences

Peer-reviewed Journal of
M.P. Institute of Social Science Research

Vol. 29, Number 2(ii), December 2024

WWW.mpissr.org




ISSN: 0973-855X
UGC CARE (Group-I)

Madhya Pradesh Journal of Social Sciences
A Biannual Journal of
| M.P. Institute of Social Science Research, Ujjain
1

Vol. 29 December 2024 No. 2(ii)

CONTENTS

1 Transitioning From Industry 4.0 To Industry 5.0: Navigating Challenges And Technological 1-5

Shifts
¢ Dr. Harsha Patil, Mrs. Jayshree Darade

2 A Comparative Study Between Haldiram’s And Balaji Wafers In Nashik City 6-14
Priyanka Lunavat, Rishi Chadda

3 Impact Of Psychological Factors On Investment Choices: A Study Of Investing Vs Saving 15-24
Mr. Rishi Chadda, Ms. Siddhi Sathe, Dr. Manisha Sandip Shirsath

4 Applications Of Machine Learning In Construction Project Management 25-33
Bharat Madhavrao Mohite, Dr. Shaikh Zarina Abdul Aziz.

5 Exploring The Impact Of Online Shopping Experience On Customer Engagement And Retention — 34-42
A Case Study Of Amazon India In Karnataka State
Amaresh.B.Charantimath

6  Diasporic Experience In Amitav Ghosh’s Novel The Shadow Lines 43-47
Dr. Homen Baruah, Dr. Mukut Kalita, Ms. Sumitra Jyoti
7 Prospective Study Of Relationship Between Sustainable Development And Well Beings Of 48-52

Secondary Teachers
Shikha Sharma, Dr. Rinkal Sharma

8  Perception Of IT Professionals Towards Training And Development Programs 53-58
Rakshika Rembersu ,Prof.Dr.Rasika Patil

9 A Survey Of Anti-Phishing Technologies And Their Impact On The Consumers Of Private 59-68
Banks In Aurangabad City.
Shubham Subhash Ghatkar, Dr. Shaikh Zarina Abdul Aziz.

10 Role Of Management Skills Development Programs On Graduate Employability: A Literature 69-78

Review
Kiran Rao, Naim Shaikh

Il Exploring The Relationship Between Employee Motivation And Satisfaction — A Case Study 79-88
Dr. Rathod Motila

12 A Study Of Teacher’s Attitude Towards The Blended Learning Approach 89-93
Manvendra Tripathi, Dr. Justin P. Sahae

I3 Revealing The Connection Between Traditional And Contemporary Indian Values: A 94-98

Comparative Analysis
Mr. Shivam Tripathi

[4  An Analysis The Process Of Developing Threat Detection Classifiers 99-110
Rashmme Maniesh Chaudhry, Dr. Pooja Sharma

15 A Review Of Lean Manufacturing And EOQ Is The Purchase Order Quantity To Reduce 111-118
Inventory
Murhekar Nandkishor Haribhau, Dr. Vinay Chandra Jha, Dr. Mohan B. Vanarotti

16 Evaluating The Efficiency Of Internet Marketing Compared To Conventional Marketing 119-125

Techniques
Hrishikesh Lade, Dr. Lalit Sachdeva




-5

58

68

T Optimization Of Process Parameters And Experimental Study Of Vibratory Stress Relief For

Residual Stress Reduction In Hard Turning Of EN31 Steel Using Taguchi OA
Mr. Pankaj Bhokare, Dr. Vishal Vasistha

126-134] )(

| Gunotsav:-Improving The Quality Of Primary Education In Gujarat

patel Rachnaben Babubhai

135-137

| The Influence Of Extraction Methods On Big Data Mining

Dr. R. K. Diwakar

138-140

‘| Revisiting ‘Mahabharata’: Understanding Its Implications In Present-Day India

Daisy Deka

141-147

| Indina Knowledge Tradition In The Context Of Modern Lifestyle Management: A Study

Dr. Neeta Verma

148-153

| Innocence At Risk: The Unresolved Struggle Against Child Labour

Sanjeev Kumar Yadav, Dr. Ila Arora

154-160

| An Bcofeminist Rendition Of The Ramayana In Chitra Baneerjee Divakaruni’s The Forest of

Enchantments
Kinjal Dilipkumar Panchal

161-163

| Effectiveness Of Flexi Work Arrangement - An Inclusive Perspective Of Employer And

Employee
Dr. Chaitra VH, Mr. Madhusudan HN

164-170

| A Review On Applicability Of Service Quality Models By HEIS

Smita Shvamsunder Khatri

171-174

E

] Concept Of Honour And Dharma In Mahabharata

Sani M. Raval

175-179

Artificial Intelligence And Education
Prof. Jaya Mukerji

180-183

Transforming India’s Educational Landscape: The National Education Policy 2020

Iyoti Patowary

Regulatory Issues AEPOI_icy Responses In The Gig Economy: A Comparative Study Of Global
Approaches And Their Impacts On Workers And Platforms
_Abhisek E Lakra, Prof. Dr. Vijay N Gaikwad

184-190

191-201

Rights Of Person With Disability In India

| Nasrene Salam, Dﬂodhﬁatva_Ac@ya

202-209




Madhya Pradesh Journal of Social Sciences
A biannually Journal of M. P. Institute of Social Science Research, Ujjain
ISSN: 0973-855X (Vol 29 No. 2(ii), December 2024)

"A REVIEW ON APPLICABILITY OF SERVICE QUALITY MODELS BY HEIs"

Smita Shyamsunder Khatri.
Assistant Professor Anekant Institute of Management Studies (AIMS), Dist- Pune, Baramati, India

Abstract:

In order to ensure the ability of HEIs to compete in the education market, universities must go through
processes of review of quality metrics. HEIs and universities measure service quality based on factors
such as structural and procedural frameworks, learning environments, faculty research output and
e<periences of students and its outcome. The five main components of tangibles, dependability,
responsiveness, assurance, and empathy can be used to categorize service quality measurement in
relation to teaching and learning. To manage and improve the quality of the services offered, universities
frequently need to measure service quality (Latif et al., 2017). To gain thorough understanding of service
quality, a contextual examination of various service models is essential. Hence the main objective of the
study was to review the models being used in measuring service quality of HEIs. For the present study,
three models were reviewed. First, being the most popular model in the service sector i.e. SERVQUAL,
second is the GAP Model and third one that is reviewed is HEdPERF. The review revealed the
prominence of SERVQUAL over the other two.

Keywords: Service Quality, Quality Metrics, SERVQUAL, GAP Model and HEdPERF.
Introduction:

Literature reviewed suggests that the facts and figures of education sector in India seems to be
promising, more probe is required to understand the quality of it. As one of the literature reviews pointed
out, a quote of an eminent educationist Dr. Takwale. He says-

Quote- In 1961-62, there was a big agitation of students in Pune University. Feeling frustrated that the
university degrees were useless for getting jobs, students shouted slogans: “We do not want degrees, we
want jobs”. The university authorities told the agitating students: “Our job is to give you education and
not the jobs. We don’t promise you jobs. If you don’t want to study here, go somewhere else.” The
university’s academic community was not aware what these students were trying to communicate. It
was: “Please give us education that will enable us to get jobs”. — Unquote (Wagh, 2015).

Literature suggests large shift in higher education thereafter and rapid rise in management education in
India and mushrooming of management institutions across nation. But the problem to be addressed here
is that these institutions face ‘quantity versus quality’ conundrum. The quality of management
programmes varies greatly amongst institutions. Hence measurement of service quality becomes
important. But again, the question arises, how can this measure be taken? Which are various service
quality models that could be used by HEIs? Hence this study.

Objectives:

I, To identify the models that could be used by HEIs to measure the service quality.
2. To review the models identified to measure the service quality of HEIs.

Service Quality Models:
SERVQUAL

The SERVQUAL model is a well-known instrument that is widely accepted and utilized by many
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”.L.;,dcn.lics in the field of Services marketing (Gronroos, 2000). A benefit of the SERV(Qy © Mode

according to Parasupanan. A. Zeithaml (1985) is that it may be used to assess perceived service » it\-“f “*!-
ange 0‘[' Service sectors, But the moders terminology needs to be changed (o fit the particulay SCVige aujt‘ I
and satisty requiremenyg unique 1o (e context, (.i:;umairi et al. (2020) in their stucly mentione thay |im-
SERVQUAL ((SERVijce QUALity-Quality of Service) model, when applied to the educationa] SYsten &uu]J\
more specifically, highey education, enales one to quantify non-quality by determining the diSCl'CD:ll'lc\"
petween students' perceptiong and their expectations for high-quality services. It benefits r;leu:ir;iUn.,m,l\.m;i
by assisting them in implememing the necessary corrective measures to improvise services Offereq py,
aniversities as part of g Process of continuoys LIC‘-\}L."U]}I]]&;‘III to achieve greater levels of excellence. ’
In order to assess the quality of the services, the difference Q is formulated as follows:

Q (quality of service) = P (perceived service) — E (expected service)

Regarding the SERVQUAL questionnaire, the authors Ko & Chou (2020) state that SERVQUAL js
simple-to-use, comprehensive, multidimensional too] that can be used to assess subjective feelings. Since
its creation, many service sectors, including finance, communications, higher education, healthcare, an(
information technology, have used it. Tt has acceptable general validity. It is also well known for its
conceptualization and evaluation of service quality. Rinanto el al. (2019) in their study measured the
expectations and perceptions of students towards education services using a questionnaire based on
SERVQUAL. A study by Gregory (2019) revealed that an alternative to resource-intensive self-study
methods for information gathering programmes is SERVQUAL. It can be utilized to enhance their
initiatives and narrow the gap between expected and actual perform
reputation and track improvement efforts by using the gap analysis on a regular basis. Many scholars
have customized the SERVQUAL tool for the educational field (Priya, 2017). Many SERVQUAL model
applications are available in the state-of-the-art internationally., One prominent
“A SERVQUAL-based framework for assessing quality of international branch campuses in UAE: A
management students’ perspective.” The five SERVQUAL mode dimensions were investigated at seven

ance. Programmes can improve thejr

among them is a study on

distinct campus universities in the United Arab Emirates (UAE) in a study involving 300 students. The
key findings showed that services with higher quality differences fall under assurance. This outcome
indicates the students' high standards for assurance (Datta & Vardhan, 20| 7). In his study on “Measuring
Service Quality in Higher Education: A Study of Post-Graduate Students in Northern Cyprus,” Vazirova
(2016) employed both SERVQUAL as well as SERVPERF scales. He reiterated that the SERVQUAL or
Gap scale developed by Parasuraman is unquestionably the most widely used and acknowledged scale

for evaluating service quality. This view is supported by Begum (2016) who states that although
SERVQUAL has drawn criticism and had jts construct validity questioned, it is stil] frequently used in
modified variants (RATER) to gauge customer expectations and perceptions of service quality. The
Supporting literature for SERVQUAL can also be seen in the study on “A Review of Service Quality at
Higher Learning Institutions,” by Al-Otaibi et al., 2016 which concluded that the SERVQUAL model
as received a number of critiques, yet despite this, it is still the most often used model for evaluating
Xrvice quality and the most widely used scale for conducting research jn higher education institutions.

GAp Analysis Model

‘lcu'nr'ding to Zeithaml et al. (1990), there are live gaps in the quality of service delivery that make up the
“p analysis model. Service quality is demonstrated via the Gap Analysis Mode| (Gronroos, 2000). The
tpy Analysis Model is depicted in the following part, after which the five gaps will be briefly explained.
e original model by Zeithaml et.al (1990) has been altered by the researcher to suit the need of study.
S the study in question is about HEIs, the word customer in the original model is replaced by the word
“keholders and the word provider is changed to educational institutions

and likewise some more
Yanges in words are done in the model.
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Figure I|Gap Analysis Model
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Source: Zeithaml et al. (1950)

GAP 1: This is the knowledge gap. This means a gap between management perceptions of customer
expectations.

GAP 2: This is the standards gap. This means a gap between management perceptions of customers’
expectations and the specifications of service quality.

GAP 3: This is the delivery gap. This means a gap between service quality specifications and service
delivery.

GAP 4: This is the communications gap. This means a gap between service delivery and what is
communicated to the customer.

GAP 5: This is the expected and perceived service gap. This means a gap between the customers’
expectations and their perception of the actual service delivered.

HEdJPERF

Abdullah (2006a) created the Higher Education Performance only (HEdPERF) measuring scale in an i
effort to provide an industry-specific instrument for gauging service quality in the higher education | I
sector. According to Abdullah (2006a), who conducted the study, students are the only and main
consumers of higher education.

However, HEAPERF had some limitations. §

According to Kimani et al. (2011), there are no significant differences in how HEIs and other service I
organizations see service quality. As a result, these ideas have become more prevalent in the services m
market. As the HEAPERF model was created exclusively for the HEI sector and is only applicable to
measuring service quality in the unique service environment, this may present a restriction for the model
(Abdullah, 2006a).

Discussion: According to Zeithaml et al. (1990), service organizations should constantly monitor how
customers perceive the quality of their services, identify any gaps in the services being provided, and
take corrective measures to increase the quality of services. The Gap Analysis Model can help service
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organizations discover quality issues and find solutions, which can lead to an improvement in overall
service quality (Gronroos, 2000). The researcher also pointed out that (Abdullah, 2006a), the HEJPERF
model is focused on treating students as the sole and most important consumer. Because HEIs must also
satisfy other customer groups, this could be a restriction.

Conclusion

The review was undertaken for the service quality models available for the measurement of service
quality. When it comes to studying the expectations and perception of customers then SERVQUAL
seems to be a better choice as the SERVQUAL model analyses overall service quality as the gap
between what customers perceive about the services that they receive and the expectations that they have
from the services delivered. Research focusing on stakeholders other than the students of HEIs can
certainly apply SERVQUAL as the scale items can be modified as per the study making it even more
flexible for a researcher to construct research instruments.
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