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The Effects of Educational Service Quality on University Image,
Student Satisfaction, and Word of Mouth
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Abstract We explored the influence of educational service quality on university image, student satisfaction, and word
of mouth, as well as the causal association between university image, student satisfaction, and word of mouth.
Second-order structural model testing was conducted with 274 questionnaires being used to analyze the hypotheses.
The findings demonstrated, first, that educational service quality positively affected university image, student
satisfaction, and word of mouth. The important sub-dimensions of educational service quality were teaching method,
followed by lecture content, professor attitude, and communication through the second-order structural analysis.
Second, university image positively affected student satisfaction and word of mouth. Third, student satisfaction
positively affected word of mouth. Finally, for factor loading, the results of educational service quality indicated that
teaching method(0.972) and lecture content(0.934) were the key factors in estimating the quality, revealing their
significant and positive impact on university image, student satisfaction, and word of mouth. Thus, service providers
should strengthen the teaching method and lecture content of educational service quality to enhance the university
image, student satisfaction, and word of mouth of university performance from the perspective of university students.

Keywords : Educational Service Quality, Second-Order Structural Model, Student Satisfaction, University Image,
Word of Mouth
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Fig. 1. Research Model
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Table 1. Results for Construct Validity and Reliability

Items Stanc'lardlzed S.E. | t-value |Cronbach' s CR |AVE
Estimates
X1 0.786 0.065 | 15.360
X2 0.689 0.075 | 12.815
™ 0.870 | 0.979 |0.604
X4 0.835
X5 0.792 0.061 | 15.546
X6 0.813 0.075 | 13.757
X7 0.760 0.079 | 12.806
LC X8 0738 0.905 | 0.981 |0.593
X9 0.788 0.081 | 13.306
X10 0.827 0.078 | 14.038
X11 0.687 0.086 | 11.531
X14 0.860 0.058 | 16911
X15 0.810
X16 0.892 0.046 | 23.216
PA | X17 0.807 0.064 | 15469 | 0917 |0.988 |0.684
X18 0.771 0.064 | 14.485
X19 0.880 0.084 | 14.075
X20 0.762 0.064 | 14.334
X21 0.825 0.060 | 16.101
CC | X22 0.862 0.056 | 17.365 | 0.870 | 0.982 |0.715
X23 0.850
X33 0.938 0.043 | 22.704
X34 0.927 0.044 | 22.148
SS 0.945 1 0.990 |0.820
X35 0.859
X36 0.896 0.041 | 25.996
X42 0.803 0.044 | 18.448
X43 0.758 0.046 | 16.632
X44 0.701 0.054 | 14.465
u X45 0.807 0.057 | 14.628 0930 | 0991 0.629
X46 0.720 0.045 | 17.688
X47 0.911
X48 0.951 0.039 | 27.950
X49 0.648 0.062 | 12.981
X54 0.959 0.030 | 34.173
X55 0.980 0.028 | 37.631
WM | X56 0.936 0.971 | 0.994 |0.884
X57 0.878 0.032 | 29.559
X58 0.947 0.041 | 25.847
X’/df=918.098(561), p=0.000, CMIN/DF=1.637, GFI=0.849,
IF1=0.967, TLI=0.960, CFI=0.967, RMSEA=0.048
Note : TM(Teaching Method), LC(Lecture Content), PA(Professor
Attitude), CC(Communication), SS(Student  Satisfaction), UI
(University  Image), WM(Word of Mouth), CR(Composite
Reliability)
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Table 2. Correlation Matrix

™ LC PA | cC | ss ul | WM
™ | 0777
LC | 8117 | 0.770
PA | 7657 | 764 | 0.827
cc | 7137 | 7217 | 7707 | 0.845
SS | 6737 | 7047 | 6277 | 640" | 0.950
Ul | 6417 | 6747 | 5727 | 6327 | 8417 | 0.793
WM | 6487 | 6257 | 5997 | 5837 | 8197 | 790" | 0.940

*%_ Correlations are significant at the level ot 0.01

Note : TM(Teaching Method), LC(Lecture Content), PA(Professor
Attitude), CC(Communication), SS(Student Satisfaction),
Ul(University Image), WM(Word of Mouth)

3.3 7P§’.:1’§;
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Table 3. Results of Hypothesis Testing

Description Stand.a rdize S.E. | t-value | p-value | Result
d Estimates
Hl| ES —UI 817 .072 | 11.303 .001 accepted
H2| ES —SS 451 058 | 7.787 .001 accepted
H3| UI —SS .638 .052 | 12358 .001 accepted
H4| ES - WM 195 069 | 2.809 .005 accepted
H5| SS > WM 319 .091 | 3.504 .001 accepted
H6| Ul - WM 458 077 | 5917 .001 accepted
X df=971.901(577), P=0.000, CMIN/DF=1.684, GFI=0.839, IFI=0.963,

TLI=0.957, CFI=0963, RMSEA=0.050

**: p<0.001, *: p<0.005

Note : ES(Educational Service Quality), SS(Student Satisfaction),
Ul(University Image), WM(Word of Mouth)
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Table 4. The Difference Analysis of Constructs by Gender

man woman

Average SD Average SD ! P

Ul 4.1340 1.12837 3.9094 .90453 1.829 | .069
SS 4.5820 1.33757 4.3708 1.06765 | 1.453 | .147
WM | 4.6432 1.37432 4.4107 1.02530 | 1.601 | .111
Note : Ul(University Image), SS(Student Satisfaction), WM(Word of

Mouth), Standard Deviation

L~
Teaching

University

0675 lmnge

Lecture

\ Content

}\\\\H\

Word of \
Mouth

0.626%

0934+ T
_ /" Educational
( Service
0.898*
~ N
/" Professor

Quality
L Attitude
\‘ -

—

0.155%

0.364%

—

&o;.-.-.m

*:p<0.005 ==: p<0.001
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