Service Quality Assessment (SQA)
(Updated 2009)
This report summarizes the results of a comprehensive assessment of service quality at Excelsior College
conducted by Dr. Herman Aguinis. This initiative is a replication and extension of studies conducted in
1997, 2000, 2003, and 2006 and represents another important step by Excelsior College in its continuous
service quality improvement agenda.
Good service quality pays off. A college’s customers are its students, and providing good service creates
true customers: students who are glad they chose Excelsior College over other educational institutions
and students who will return and recommend Excelsior College to others.
We undertook the following steps:
•

•
•
•

Surveys consisting of quantitative and qualitative/open-ended questions developed in 1997 and
revised and updated in 2000, 2003, and 2006 were further revised and updated to assess
students’ expectations and perceptions of service quality. These surveys were administered
online.
Staff members completed a web-based survey consisting of qualitative/open-ended questions
regarding possible ways to improve service quality.
Quantitative analyses were conducted on undergraduate and graduate student data to
determine specific service dimensions with the largest service quality gaps, and the services
accountable for those gaps.
Open-ended responses were coded to identify underlying themes regarding recommendations
for how to address any service quality gaps.

A total of 1,385 usable surveys were returned: 858 from undergraduate students, 334 from graduate
students, and 193 from staff members. In addition to the quantitative data, we compiled and coded
approximately 5,800 comments and recommendations for improvement. The primary findings of the
study are the following:
•

•
•

For undergraduate students, there is an improvement in service quality since 2006 in all five
service dimensions - responsiveness, empathy, reliability, assurance, and tangibles. For graduate
students, there is an improvement since 2006 in reliability, empathy, and tangibles. The
differences between samples are due to graduate students’ greater expectations regarding
service as compared to undergraduate students, and not to differences in service perceptions.
For both undergraduate and graduate students, reliability was reported to be the dimension
with the greatest need for further improvement, followed by responsiveness, assurance,
empathy, and tangibles.
Overall, both undergraduate and graduate students reported that faculty/course facilitators and
advising services were the most important contributors to service gaps.
Overall, undergraduate and graduate students reported that the top three most critical service
innovations since 2006 are enhanced web services to search and register for courses and exams,
technical support expanded to 24 hours a day, 7 days per week, and enhanced web services for
accessing academic status reports online.

Conclusions and specific action-oriented recommendations are provided in order to assist Excelsior
College in continuing to implement a service improvement agenda.

