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A SERVQUAL-based Study of Service Quality Management in Postgraduate Education
YU Tian-zuo', HAN Ying-xiong®
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2. Institute o f Higher Education . East China Normal University, Shanghai 200062)

Abstract: SERVQUAL, a service quality assessment tool, is used in this study to investigate service quality management in
postgraduate education. Results show that there is a negative correlation between students’ assessment of education service
quality and their future behavioral choices. It is found that students generally have the highest expectations of guidance from
supervisors and lowest recognition of medical service. Related IPA charts together with the SERVQUAL model may provide
useful information for university administrators in their efforts to improve education service quality.
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