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Abstract of thesis presented to the Senate of Universiti Putra Malaysia in fulfilment of the 
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By 

 

 

SITI NURHIDAYAAH BINTI TUKIMIN 

 

 

May 2016 

 

 

 

Chairman : Mass Hareeza Ali, PhD 

Faculty  : Economics and Management 

 

 

This study aims to determine the relationship between hospitality service delivery dimensions 

and international students’ satisfaction where it is focuses on the services provided by faculty 

and hostel. This research is able to enlarge the body of knowledge in the service management 

by exploring the international students’ experience in the context of service delivery. The 

services are consists of service quality dimensions (tangible, reliability, responsiveness, 

assurance and empathy) and servicescape dimensions (ambient condition, space/function and 

sign, symbol and artifact).  

 

 

Quantitative method has been used to gather the data. The data collection has been done 

through distributing questionnaires towards international students using convenience 

sampling technique. The questionnaires were distributed in three Malaysian research 

universities in Klang Valley namely Universiti Putra Malaysia, Universiti Kebangsaan 

Malaysia and Universiti Malaya. A total of 400 questionnaires were distributed with 383 

respondents participated in this research. 

 

The hospitality services delivery dimensions were tested for its reliability strength and the 

results showed that all dimensions were highly reliable.  Factor analysis and multiple 

regressions were conducted to analyze the data and to test the hypotheses. Multiple regressions 

were used to achieve both first and second objectives which were to determine the relationship 

amongst hospitality service delivery (service quality and servicescape) and international 

students’ satisfaction. The regression result for faculty services showed that tangible, empathy 

and responsiveness dimensions of service quality were the major component that influenced 

the students’ satisfaction while space and function of servicescape dimensions were the major 

component that influenced the students’ satisfaction.  
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Meanwhile, the regression result for hostel services showed that reliability and empathy 

dimensions of service quality were seen to be the greatest influence on students’ satisfaction. 

Ambient and sign, symbol and artefact dimensions of servicescape for hostel service were 

represented to be the main variables that influenced students’ satisfaction.  

 

 

Finally, descriptive statistic which involved frequency distribution was used to achieve the 

third objective which was to measure the level of satisfaction towards hospitality service 

delivery. The result showed that only 25.1% international students were highly satisfied with 

the hospitality service delivery, 36.6% respondents were low level of satisfaction and the 

remaining 38.4% of the respondents were in a medium level of satisfaction.  

 

 

These findings were aimed to guide the Ministry of Higher Education to tackle several 

problems faced by these institutions. Thus, it can assists them in delivering better services 

towards the students in order to achieve the main objective of Malaysia higher education 

which is to attract more international students to study in Malaysia by the year 2020 (MOHE, 

2011).  
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Abstrak tesis yang dikemukakan kepada Senate of Universiti Putra Malaysia sebagai 

memenuhi keperluan untuk ijazah Master Sains 

 

PENGALAMAN PELAJAR ANTARABANGSA TERHADAP PERKHIDMATAN 

HOSPITALITI DI UNIVERSITI PENYELIDIKAN MALAYSIA 

 

 

Oleh 

 

 

SITI NURHIDAYAAH BINTI TUKIMIN 

 

 

Mei 2016 

 

Pengerusi : Mass Hareeza Ali, PhD 

Fakulti  : Ekonomi dan Pengurusan 

 

 

Kajian ini bertujuan untuk menentukan hubungan antara dimensi perkhidmatan hospitaliti 

penghantaran dan kepuasan pelajar antarabangsa di mana kajian ini memberikan tumpuan 

kepada perkhidmatan yang disediakan oleh fakulti dan asrama. Penyelidikan ini mampu untuk 

meluaskan pengetahuan dalam pengurusan perkhidmatan dengan meneroka pengalaman 

pelajar antarabangsa dalam konteks penyampaian perkhidmatan. Penyampaian perkhidmatan 

adalah terdiri daripada dimensi kualiti perkhidmatan (ketara, kebolehpercayaan, responsif, 

jaminan dan empati) dan dimensi servicescape (keadaan ambien, ruang / fungsi dan tanda, 

simbol dan artifak). 

 

 

Kaedah kuantitatif telah digunakan untuk mengumpul data. Pengumpulan data telah dilakukan 

melalui mengedarkan soal selidik kepada pelajar antarabangsa yang menggunakan 

persampelan rawak mudah. Soal selidik telah diedarkan di tiga universiti penyelidikan 

Malaysia di Lembah Klang iaitu Universiti Putra Malaysia, Universiti Kebangsaan Malaysia 

dan Universiti Malaya. Sebanyak 400 soal selidik telah diedarkan dengan 383 responden 

terlibat dalam kajian ini. 

 

 

Perkhidmatan hospitaliti dimensi telah diuji dari segi kekuatan kebolehpercayaan dan hasilnya 

menunjukkan bahawa semua dimensi adalah sangat dipercayai. Analisis faktor dan regresi 

berganda telah dijalankan untuk menganalisis data dan menguji hipotesis. Analisis regresi 

berganda telah digunakan untuk mencapai objektif pertama dan kedua yang bertujuan untuk 

menentukan hubungan antara penyampaian perkhidmatan hospitaliti (kualiti perkhidmatan 

dan servicescape) dan kepuasan pelajar antarabangsa. Hasil regresi untuk perkhidmatan di 

fakulti menunjukkan bahawa dimensi nyata, empati dan responsif dimensi di dalam kualiti 

perkhidmatan adalah komponen utama yang mempengaruhi kepuasan pelajar manakala 

dimensi  ruang dan fungsi servicescape adalah faktor utama dalam mempengaruhi kepuasan 

pelajar. 
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Sementara itu, hasil regresi bagi perkhidmatan asrama menunjukkan bahawa dimensi 

kebolehpercayaan dan empati dalam kualiti perkhidmatan telah dilihat sebagai pengaruh yang 

paling besar terhadap kepuasan pelajar. Ambien dan tanda, simbol dan artefak dalam 

servicescape pula merupakan komponen yang paling besar mempengaruhi kepuasan pelajar.  

 

 

Akhirnya, Statistik deskriptif kekerapan telah digunakan untuk mencapai objektif ketiga 

dalam menentukan tahap kepuasan terhadap penyampaian perkhidmatan hospitaliti. Hasil 

kajian menunjukkan bahawa hanya 25.1% pelajar antarabangsa yang sangat berpuas hati 

dengan penyampaian perkhidmatan hospitaliti, 36.6% responden mempunyai kepuasan 

rendah dan baki 38.4% daripada responden berada pada paras yang sederhana kepuasan. 

 

 

Dapatan kajian juga boleh memberi bimbingan kepada Kementerian Pelajaran Tinggi 

Malaysia dalam mengatasi masalah yang dihadapi oleh institusi-institusi dalam 

menyampaikan perkhidmatan yang lebih baik kepada pelajar antarabangsa disamping untuk 

mencapai matlamat pendidikan tinggi Malaysia iaitu untuk menarik lebih ramai pelajar 

antarabangsa untuk belajar di Malaysia menjelang tahun 2020 (MOHE, 2011). 
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CHAPTER 1 

 

INTRODUCTION 

1.1 Introduction 

 

This chapter discusses the background of the research regarding hospitality service delivery 

in Malaysian research universities. Then, it is followed with the problem statement and 

objectives of the study.  Furthermore, the contributions of the research which will affect the 

hospitality service delivery will be discussed from different stakeholder’s perspective.  

 

 

1.2 Education in Malaysia  

 

 

As stated in the National Education Blueprint (2013), Malaysia is ranked to be the third in the 

ASEAN countries, among international students who wished to pursue their studies in Masters 

and PhD levels. In the year 2012, Malaysia achieved an education gross enrollment rate of 

48% with more than 1.2 million students, including all public universities, private universities, 

polytechnics, community colleges and private colleges (Malaysia Educational Blueprint, 

2013). The development in social and economic, culture and sustainability depends on its 

ability to enhance the success of national education system, rapidly and effectively, as well as 

significant needs of the country. 

The Ministry of Education changed the earlier scheme to a cohesive education system, as a 

respond to the aspirations of the nation, economic progress and development of technology in 

order to change the philosophy and focus over the year (Moe, 2011). Malaysia faced many 

challenges in providing quality education system (Malaysia Education Blueprint, 2013). In 

order to overcome these problems, Malaysia suggested three goals to achieve a quality 

educational system. First is to advance the integration and policy of the country. Second is to 

meet the high level manpower needs of the country and the third is to build a thriving 

community, with control and modern technology. Furthermore, Malaysia is aspiring to 

become a regional center of educational excellence through the setting up of both private and 

public universities. It is important to gauge into the areas in the society which are lack of a 

very good basis for higher learning. 

Jalali (2011) stated that private universities’ objective is to provide an alternative route of 

higher education for those who wanted to pursue their studies but failed to enter public and 

private universities. Traditionally, public universities are responsible in providing market for 

students and graduates. Hence, in order to achieve Malaysia's goal to become a regional center 

of educational excellence, both local and private universities have to improve the level of 

quality in the education industry, which can attract more international students to come to 

Malaysia. 
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1.3 Service Quality in Higher Education  

Cheung (2011) mentioned that the service quality in higher education is a very important 

element in the education industry. Basically, the service quality is an involvement of a person's 

experience when using services provided by an organization or institution. It is supported by 

Yeo (2008) which emphasized that higher education in the service industry is the main focus 

of higher education institution because the institution provides quality learning experiences 

for students. Quality in education is determined by the extent to which the needs and 

expectations of students are satisfied with the services delivered (Tham & Kam, 2008). 

Brochado (2009) compared five alternatives for measurement of service quality in higher 

education, namely service quality (SERVQUAL) importance-weighted SERVQUAL, service 

performance (SERVPERF) importance-weighted SERVPERF and higher education 

performance (HEdPERF). Based on the findings, from those five alternative measurements of 

service quality, only SERVPERF and HEdPERF measurements are the best scale to measure 

the quality of service in higher education. 

 

1.4 Research Universities (RUs) in Malaysia 

Research University (RU) refers to the university with a high focus on making a new research, 

generating new knowledge and producing PhD holders in a broad range of disciplines 

(Rahman, et al., 2012). RU is a public university that has been recognized by the Cabinet on 

11th October 2006 in order to become a leading research and educational hub. The recognition 

of an RU is based on eight selection criteria adopted from several leading international rating 

agencies. The eight criteria as is shown in Table 1.1 as below; 

Table 1.1: The Criteria of Research University 

NO CRITERIA WEIGHTAGE 

1 Quantity and quality of researchers  25 

2 Quantity and quality of research 30 

3 Postgraduate quantity 10 

4 Postgraduate quality 5 

5 Innovation 10 

6 Professional service and awards 7 

7 Network and link 8 

8 Support facilities 5 

  100 

(Source: Rahman et al., 2012) 

There are five research universities (RUs) in Malaysia, namely Universiti Putra Malaysia 

(UPM), Universiti Kebangsaan Malaysia (UKM), Universiti Malaya (UM), Universiti Sains 

Malaysia (USM) and Univesiti Teknologi Malaysia (UTM). In Malaysia, it is hoped that the 

recognition that was given to these five universities will act as a stepping stone in the effort 

to formulate a strategy to enhance and strengthen the position of local public higher education 

institutions at international level. Yet, RUs have to strive harder towards improving its ranking 

amongst the leading universities in the world. This is also coherent with the aim of the national 
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higher education strategic plan to have at least three higher education institutions listed within 

the top 100 universities and one among 50 universities in the world by the year 2020.  

The objectives of this research university is firstly, to increase research and development and 

commercialization activities, secondly, to increase the number of postgraduate and post 

doctorate students, thirdly, to increase the number of academic staff with PhD qualification, 

fourthly, to create and strengthen the center of excellence and lastly, to increase the number 

of foreign students and elevate the international ranking of Malaysian higher education 

institutions (National Educational Blueprint, 2013).  

1.5 The Definition of Hospitality  

The definition of hospitality has been extensively described by many researchers. For 

example, Hanks (1989) defined hospitality as respectable in welcoming the guests. Cassee 

(1983) in his study, determined hospitality as a harmonious mixture of tangible and intangible 

components, such as food and drink, bed, the atmosphere and the environment as well as the 

staff's behavior. Also, the researcher strained that the concept of hospitality consists of more 

than classical ideas such as providing good food and prepare meals at home.  

However, this definition was subsequently modified by Hepple, Kipps and Thomson (1990) 

where hospitality is defined as a harmonious mixture of food, drink and shelter, physical 

environment and human behavior and attitudes. Furthermore, Tideman (1983) defined 

hospitality as a method of production in which the guests are satisfied to the utmost of their 

needs, it is where the supply of goods and services in quantity and quality required by the 

guests at an acceptable price. Jones (1996) commented on the term that hospitality has 

emerged as a way of hoteliers and caterers as well as the industry to be perceived. 

Hepple et al. (1990) reviewed the concept of hospitality based on the following characteristics;  

1. Hospitality is conferred to some guests  

2. The transmission of hospitality is interactive 

3. Hospitality comprises a blend of both tangible and intangible factors 

4. The host provides for the guest’s security, the guest’s psychological comfort and the 

guest’s physiological comfort. 

1.6 International Students Statistic in Malaysia 

The table 1.2 below shows postgraduate international students’ enrollment in Malaysian 

research universities between 2009 and 2013.  

Table 1.2: Postgraduate International Students Enrollment in Year 2009-2013 

Year 2009 2010 2011 2012 2013 

Postgraduate 

International Students 

14194 15686 17496 18260 19643 

Total Percentage (%) - 10.51% 11.54% 4.36% 7.57% 

(Source: The Department of Educational Planning and Research Division,  

Ministry of Higher Education 2014) 
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Statistics data released by the Department of Educational Planning and Research Division 

(2014) indicated that the enrollment of postgraduate international students in Malaysian 

research universities in the year of 2009-2013 is increasing year by year. Based on Table 1.2, 

it shows that in 2009, the number of postgraduate international students enrolled was 14,194 

students and it increased in 2013 as it consisted of 19,643 students with 7.57%. In 2010, the 

enrollment of international students was 15,686 with 10.51% and it increased to 17,496 

students with 11.54% in 2011. The number of international students enrolled in 2012 also 

increased to 18,260 students, but the students’ enrollment percentage was reduced to 4.36% 

in year 2012.   

 

 (Source: The Department of Educational Planning and Research Division,  

Ministry of Higher Education, 2014) 

Table 1.3 shows the numbers of international postgraduate students enrolled at Malaysian 

research universities in the Klang Valley namely UPM, UKM and UM. In this research, the 

author will gather information from these three universities as a sample. The enrollment of 

international students into these three universities from year 2010 until 2014 are in a 

fluctuation manner by which, in year 2010 to 2011, the number of international students 

enrolled increased from 8884 to 9263 students. However, in 2012, the number of international 

students’ enrollment was reduced to 9223. Even though, the number was reduced, its reduction 

is in a small number. In 2013, the enrollment of international students was 10,565 students, 

which increased by 1342 students, however, it was reduced in 2014 to 9829 students. 

 

 

1.7  Problem Statement 

 
Malaysia has been ranked as 9th destination country in the world to be the choice of 

international students who intend to further their studies at the highest level (BERNAMA, 

2015). The quality of service at institutional education is one of the pull factors for 

international students who want to study in Malaysia. However, Malaysia Education Blueprint 

(2013) stated that Malaysia is facing difficult challenges in providing a good quality education 

system. Based on National Education Blueprint (2013), Malaysia needs to improve the brand 

of higher education in the country despite that the Malaysia's higher education system now 

has become the major source of revenue in Malaysia.  

Table 1.4: Projected International Students at Malaysian Higher Education 

Institutions (2009-2020) 

 
Year 2009 2010 2011 2012 2015 2020 

Publi

c 

Privat

e 

Publi

c 

Privat

e 

Publi

c 

Privat

e 

Publi

c 

Privat

e 

 

15000

0 

 

20000

0 Projection
s 

19895 54474 22741 61589 25587 68704 28433 75819 

Total 74369 84330 94291 104252 

(Source: http://www.mohe.gov.my/web_statistik/) 

Table 1.3: International Student Enrollment in Year 2010-2014 
 

Year 2010 2011 2012 2013 2014 

Postgraduate Students at UPM, UKM & UM 8,884 9,263 9,223 10,565 9,829 

Total Percentage (%) - 4.27% -0.43% 14.55% -6.97% 
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According to the Ministry of Education Malaysia (MOHE), Malaysia is recognized as an 

international students’ higher education destination. Malaysia aims to attract 200,000 

international students to study in Malaysia in 2020 (MOHE, 2011). Table 1.4 shows projected 

international students at Malaysian higher education institutions (2009-2020). Yet, dealing 

with the international students creates additional responsibilities and expectations for 

Malaysian universities. Based on Rasli et al. (2012), Malaysia is one of the most advanced 

developing countries in South East Asia with the challenges of globalization and 

internationalization of education. One of the challenges faced by the Malaysian government 

is to attract international students to study in Malaysia. Furthermore, by realizing the 

important contribution of education services to the national economy, the government is 

seeking to make Malaysia as an international hub and center of excellence in education.  

 

The issues of ensuring the service delivery experience of international students in higher 

education level has received great attentions by many researchers and institutions (Ministry 

of Higher Education, 2011; Richards & Abdul Aziz, 2011; Verbik & Lasanowski, 2007; Abel 

et al., 2011; Bayraktaroglu & Atrek, 2010). However, Verbik and Lasanowski (2007) reported 

that  if Malaysia wants to compete the world’s leading destination for international education, 

they  need to improve their service delivery towards international students. It is where the 

higher education institution should concern about the academic facilities, the cost of 

accommodation and the quality of the instructors in the academic areas (Ford, Joseph & 

Joseph, 2006). 

 

 

Rajab et al. (2011) stated that the higher learning institutions have the responsibility of 

maintaining their international students’ satisfaction. As suggested by Helgesen and Nesset 

(2007), an institution administrator should give more attention on the quality service that they 

provide in order to increase the students’ satisfaction level as they are their main customers 

and their views are imperative and important. Adewunmi et al. (2011) stated that the academic 

productivity is highly dependent on the indicators such as the facilities available and the 

support services. The strong area that should be taken into consideration is the physical 

environment such as students’ accommodation in universities (Ajayi, 2015). Najib et al. 

(2011) stated that students’ academic capabilities can be expanded through good facilitation 

of physical environment at their residence halls. Moreover, it was supported by Hassanain 

(2008) that necessary educational outcomes and mutual interests among students can be 

fostered through adequately planned residential facilities. 

 

A number of authors reported that the perceptions of international students experience in 

service delivery at public universities in Malaysia are only at a moderate level (Rasli, 

Shekarchizadeh & Iqbal, 2012; Siang, 2012; Rajab, Abdul Rahman & Shaari, 2011). 

Shekarchizadeh, Rasli and Hon-Tat (2011) stated that those international postgraduate 

students in five Malaysian universities showed a negative perception in educational service 

quality. The researchers strongly suggested that by understanding the concept of customers’ 

experience in the higher education service delivery is the best strategy initiative to recruit 

international students. As stated by Jalali, Islam & Ku Ariffin, (2011), there is a relationship 

between service quality and satisfaction, but it is not exactly equal to customers’ satisfaction 

and the study found out that the services prepared by the university are moderate as compared 

to from students’ perspectives. 
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1.8 Objectives 

The research aims to ascertain the relationship between the service quality and servicescape 

performance on international students’ satisfaction. The investigation is conducted from the 

international students’ point of views. However, this study basically focuses on two areas in 

three research universities which are faculty and hostel facilities. Therefore, the general 

objective of this research is to identify the international students’ experience towards 

hospitality service delivery in Malaysian research universities. Specific objectives of the 

research are as follows: 

1. To determine the relationship amongst the SERVQUAL variables towards students’ 

satisfaction.  

2. To determine the relationship amongst the Servicescape variables towards students’ 

satisfaction. 

3. To measure the satisfaction level towards the quality of the hospitality service 

delivery in Malaysian research universities.  

 

1.9 Research Questions 

 
The research objectives outlined in previous section serve as an important guideline for this 

study. The purpose of outlining research questions is mainly to focus on the research 

investigation in seeking answers. Thus, based on the research objectives above, research 

questions are formulated as follow;  

I. What are the relationships of SERVQUAL variables towards students’ satisfaction? 

II. What are the relationships of Servicescapes variables towards students’ satisfaction? 

III. What are the students’ satisfaction levels towards the quality of the hospitality 

service delivery in Malaysian research universities? 

1.10  Definition of Terms 

1.10.1 Service quality  

According to Fitzsimmons and Fitzsimmons (2008), the assessment of service quality is made 

during the service delivery process to the customers. The customers’ contact is referred to the 

moment of truth, an opportunity to satisfy or the customers’ dissatisfaction. Parasuraman et 

al. (1990) identified five principal dimensions of service quality that customers use to judge 

the service quality, namely tangible, reliability, responsiveness, assurance and empathy 

especially in declining relative importance among customers. 
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1.10.2 The Dimensions of Service Quality 

Tangible : The appearance of physical facilities, equipment, personnel and 

communication materials. 

Reliability : The ability to perform the promised service both dependably and 

accurately. 

Responsiveness : The willingness to help customers and to provide prompt service. 

Assurance : The knowledge and courtesy of employees as well as their ability to 

convey trust and confidence. 

Empathy : The provision of caring, individualized attention to customers.  

 

1.10.3 Servicescape  

Bitner (1992) defined servicescape or physical environment as the supporting service facility 

that influences both customers’ and employees’ behaviours and it should be designed with an 

image that is consistent with the service concept. The mixture of environmental dimension 

consists of ambient conditions, space and function and sign, symbol and artifact. These 

dimensions described the servicescape as a holistic environment by customers and employees.  

1.10.4 The Dimension of Servicescape  

Ambient condition: the background of the environment such as temperature, lighting, noise, 

music and scent that affect all five of our senses.  

Space and function: the arrangement of furnishings and equipment and the relationship among 

them that create a visual and functional landscape in delivering of service.  

Sign, symbol and artifact: the physical environment that serves as explicit and implicit signals 

that communicate acceptable norms of behaviors.  

1.11  Satisfaction  

According to Fitzsimmons and Fitzsimmons (2008), student’ satisfaction is defined as the 

comparison between perception of perceived services and the expectation of the service 

performances which derived from the services that they received. Kotler and Clarke (1987) 

however defined satisfaction as an outcome of the interaction between expectation and 

performance process. Satisfaction is the function of relative level of both expectation and 

performance, which is felt and seen as the performance, which intentionally causes 

satisfaction (Kanji, Malek & Tambi, 2010). Another study by Ilias et al. (2008) assumed that 

satisfaction actually includes issues of perceptions and experiences among students during 

their college years. Conversely, Fitri and Hasan (2008) mentioned that satisfaction does cover 

issues of students’ perceptions and experiences during their college years. Therefore, in this 

study, international students’ satisfaction will be studied in the contact of Malaysian Higher 

Education Research University. 
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1.12  Chapter Summary 

In summary, this chapter provides brief explanations of the study that covers problem 

statement, research objectives, research questions and significance of the study in order to 

justify the reasons of conducting this research. Moreover, the current study also defines the 

important terms that are related to the study, such as service quality and servicescape. It can 

be concluded that the current study is carried out in order to conduct a comprehensive 

approach in studying the relationship between the hospitality service delivery that consists of 

service quality and servicescape towards international students’ satisfaction. By determining 

the factors that may affect international students’ perception, higher education institution 

could enhance the service management and performance in organizations in order to brand 

the higher institutions in Malaysia towards world’s level reputation. 
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