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ARTICLE INFO ABSTRACT

Higher education plays a crucial role in the economic, social, and cultural
development of a country. However, it is facing several challenges at present.
Professors are directly responsible for providing good service quality in higher
education institutions, and evaluating teaching performance demonstrates the
institutional interest in achieving its objectives and goals. Effective management of
the institution’s service quality can help achieve optimal teaching performance.
Objective: The objective of the study was to explore the correlation between teaching
performance and service quality at the Instituto Superior Pedagogico Privado del
Centro de Huancayo, Peru. Method: This is a correlational study that was conducted
on a sample of 50 students who were enrolled during the August-November 2023
academic term. To evaluate the service quality, the SERVQUAL model and the
teaching performance questionnaire were used. Likewise, descriptive statistics and
Spearman’s correlation test were applied to determine the association between
service quality and teaching performance. Results: A low significant direct
association was found (p=0,023; rho=0,321) between the study variables. The level
of perceived service quality and teaching performance was high at 48% and 70%,
respectively. Conclusions: There is a direct correlation between service quality and
teaching performance at the Instituto Superior Pedagbgico Privado del Centro de
Huancayo.

Keywords: instructors; higher education; working conditions; service quality.

Introduction

Higher education plays a crucial role in the economic, social, and cultural development of a country (Gilavand
& Maraghi, 2019). Due to global competition, technological advancements, and the increase in the number of
higher education institutions offering a wide range of career options, there have been several changes in higher
education to improve the quality of its institutional services (Ramirez-Hurtado et al., 2021), and to ensure the
survival, growth, success, and sustainability of higher education institutions (Aboubakr & Bayoumy, 2022;
Moosavi et al., 2017).

Professors are directly responsible for providing good service quality in higher education institutions. Thus,
evaluating teaching performance demonstrates the institutional interest in achieving its objectives and goals
(Gonzales Olivera, 2021). Evaluations also help in recognizing the efforts of instructors who excel in providing
high-service quality to future professionals (Morales Gamarra, 2018). Moreover, these evaluations allow the
identification of instructors’ training and development needs for further improvement while offering a quality
service (Dal Corso et al., 2019).

Similarly, optimal teaching performance requires managing the institutional service quality (Poma Custodio,
2023). Different factors associated with the functioning of the institution can influence the development of

Copyright © 2024 by Author/s and Licensed by Kuey. This is an open access article distributed under the Creative Commons Attribution
License which permits unrestricted use, distribution, and reproduction in any medium, provided the original work is properly cited.


https://kuey.net/
https://orcid.org/0000-0002-2923-9168
https://orcid.org/0000-0003-3115-3758
https://orcid.org/0000-0003-3259-5515
https://orcid.org/0000-0002-5401-1528
https://orcid.org/0000-0001-9936-7221
https://www.zotero.org/google-docs/?NAkY8C
https://www.zotero.org/google-docs/?NAkY8C
https://www.zotero.org/google-docs/?54vwHP
https://www.zotero.org/google-docs/?L0h9CN
https://www.zotero.org/google-docs/?L0h9CN
https://www.zotero.org/google-docs/?MQC0sq
https://www.zotero.org/google-docs/?Rpj0gn
https://www.zotero.org/google-docs/?IqTcpJ
https://www.zotero.org/google-docs/?OU1md7
https://www.zotero.org/google-docs/?OU1md7

Oscar Omar Alcazar Aguilar, et al / Kuey, 30(5), 2502 6883

professors’ work (Saldana Arenas, 2022). It has been proven that the working conditions influence their
motivation in their job performance (Iwu et al., 2018). Hence, a favorable work environment can help improve
teaching performance and, as a result, the service quality provided (Kumari & Kumar, 2023).

Despite the importance of studying the service quality and teaching performance, the Regional Bureau of
Education for Latin America and the Caribbean highlights that teaching is still viewed as a low-status profession.
This is due to inadequate conditions and salaries, limited opportunities for development, and poor initial
training quality (Quispe Mendoza, 2021). Furthermore, although in Peru the Ministry of Education (Minedu)
and the National System of Evaluation, Accreditation and Certification of Educational Quality (Sineace) are
responsible for ensuring service quality provided by higher education institutions (Minedu, 2023; Rocha
Gonzales, 2020), several Peruvian higher education institutions have not implemented any processes to
enhance their educational service (Silva, 2021).

Based on the above, it is necessary to conduct research that evaluates the service quality and teaching
performance in higher education institutes in Peru. Therefore, the objective of this study is to describe the
correlation between service quality and teaching performance at the Instituto Superior Pedagogico Privado del
Centro in Huancayo, Peru during 2023. This will help in proposing improvements to the working conditions of
instructors, which will eventually enhance their performance and improve the service quality of the institution.

Methodology

This study aimed to evaluate the service quality and teaching performance at the Instituto Superior Pedagogico
Privado del Centro. The research method used was correlational, where the relationship between variables was
analyzed. Specifically, the study examined the perceived teaching performance by students based on factors
such as mastery of the subject matter, enthusiasm, and student satisfaction. It also evaluated the service quality
perceived by students based on factors such as tangibles, reliability, response time, assurance, and empathy
(Luna et al., 2021). The study population consisted of 50 students from the first to the fifth year enrolled in the
different academic schools of the Instituto Superior Pedagogico Privado del Centro for the 2023 August —
November term (Matsumoto, 2014). The study had a confidence level of 96 %. The data was collected using a
Likert-type scale survey based on the SERVQUAL model, which measures the service quality (Mackay Donald,
1989). The instrument consisted of 22 items under 5 dimensions, and teaching performance was also assessed
using a 30-item questionnaire and 3 dimensions (Quispe, 2021). SPSS 27 statistical software was used to process
the data, obtaining a Cronbach’s reliability coefficient of 0,955 (Pineda et al., 1994). Quality estimation model
(Hurley et al.).

The SERVQUAL model is a useful tool for evaluating the perception of quality. Notwithstanding, it’s necessary
to identify control variables to determine their relationship with each of the dimensions of the model (Supo,
2012). Since this model is widely used in literature to measure service quality, an adaptation was made (Hugo
Sanchez & Reyes Meza, 2015). Descriptive statistics and Spearman’s correlation test were used to determine the
association between service quality and teaching performance. The descriptive statistics obtained are presented
below.

Results

The research sample included 50 students from the first to the fifth year enrolled in the different academic
schools of the Instituto Superior Pedagogico Privado del Centro for the 2023 August — November term, with a
majority of senior students representing 32 %. Out of the total participants, 46 % (n=23) were female and 54%
(n=27) were male. Their average age was 31,08 + 7,65 years.

The service quality was high reaching 48 % (n=24). Similarly, 70 % of the students perceived teaching
performance as high (n=35).

For the inferential analysis, a Spearman correlation coefficient was used to determine the correlation between
the variables of service quality and perception of teaching performance. With a significance level of 0.05, the
correlation was found to be significant (p=0.023; rho=0.321), indicating a low direct relationship between the
two variables, as shown in Table 1.

Table 1. Relationship between service quality and perception of teaching performance
Service Quality

Teaching Performance Low Medium High Total jo)
Low 2 (4 %) 2(4 %) 2 (4%) 6 (12%) 0.023
Medium 2 (4 %) 5 (10 %) 2 (4%) 9 (18 %)

High 2 (4%) 13 (26 %) 20 (40 %) 35 (70 %)

Total 6 (12 %) 20 (40 %) 24 (48 %) 50 (100. %)

* Spearman correlation coefficient; rho=0.321; p<0.05

Table 2 shows the frequencies of service quality dimensions, obtaining a high level in all dimensions: tangibles
(54 %), response quality (48 %), safety (58 %), reliability (50 %), and empathy (60 %).
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Table 2. Service Quality Dimensions

Service Quality Dimensions Low Medium High

Tangibles 5 (10%) 18(36%) 27(54 %)
Response Quality 8 (16 %) 18(36%) 24 (48 %)
Assurance 9 (18%) 12(24 %) 29 (58 %)
Reliability 12 (24 %) 13 (26 %) 25 (50 %)
Empathy 6 (12%) 14 (28 %) 30 (60 %)

As for the teaching performance dimensions, these were perceived as high, where mastery of the subject matter,
enthusiasm and student satisfaction presented percentages of 72 %, 66 % and 70 %, respectively (Table 3).

Table 3. Perceived Teaching Performance Dimensions
Teaching Performance Dimensions Low Medium High

Mastery of the subject matter 6(12%) 8(16%) 36(72%)
Enthusiasm 8(16%) 9(18%) 33(66 %)
Student satisfaction 7(14%) 8(16%) 35(70%)

Table 4 shows a direct significant relationship between the service quality and the dimensions of teaching
performance perceived by the students: the mastery of the subject matter dimension was the most significant
in relation to the service quality. There is a direct relationship: the higher the mastery of the subject matter of
professors perceived by the student, the higher the service quality (p=0.009; rho=0.365).

Table 4. Correlation between Teaching Performance and Service Quality

Teaching Performance Service Quality
rho p
Mastery of the subject matter 0.365 0.009
Enthusiasm 0.344 0.014
Student satisfaction 0.302 0.033

Spearman correlation coefficient; p<0,05
Discussion

This study aimed to assess the correlation between service quality and teaching performance at the Instituto
Superior Pedagogico Privado del Centro. The findings revealed a low significant direct correlation (p=0.023;
rho=0.321) between service quality and teaching performance, which agrees with the study conducted by
Orellana in Pucallpa-Peru. Orellana found a low significant positive correlation (Rho=0.277) between the two
variables (Orellana Maldonado, 2021). However, other studies conducted at the Universidad Nacional Daniel
Alcides Carrion in Pasco by Poma (2023) and at the Universidad Nacional del Centro de Pert in Huancayo by
Quispe (2021) reported a significant positive correlation between service quality and teaching performance,
which was high. On the other hand, Saldafia (2022) reported a medium positive association (r = 0.522) between
the two variables.

To the best of our knowledge, there is limited research specifically investigating the connection between service
quality and teaching performance. However, studies, such as the one conducted by Gonzales, have demonstrated
a positive mean correlation (r=0.166) between teaching performance and educational quality (Gonzales, 2021)
(which is embedded in the quality of service). Similarly, Li S argues that the job satisfaction of instructors
produces a significant mediating effect on the quality of education, which can be considered as the level of the
institution’s organizational performance in compulsory basic education (2019), i.e., service quality
management-. It has also been proved that institutions can attract, develop, and retain proficient and effective
professors by improving working conditions, which, in turn, leads to high-quality education (Ngwenya, 2021).
In addition, this study found a significant positive correlation between the service quality and the different
aspects of teaching performance. Quispe reported a significant positive association between both variables
(2021), while, Saldafia argues that there is a significant positive correlation between teaching performance and
all dimensions of service quality (2022). These results indicate that the variables have a bidirectional.

As mentioned earlier, evaluating teaching performance and service quality is crucial for institutional success.
This study found that most (70 %) of the students perceived a high level of teaching performance, with the
mastery of the subject matter aspect ranking the highest, followed by student satisfaction and enthusiasm
dimensions. These results differ from those in a study conducted by Quispe on students of the Universidad,
where a medium level of teaching performance was reported. Here, the enthusiasm dimension was ranked first
(2021).

Research, carried out at the Honoria Méndez Zambrano Educational Unit in Guayaquil, Ecuador, revealed that
95 % of students reported that their instructors made classes clear and understandable, treated them in a
friendly and warm manner, and were committed to following up on their progress through planning and
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evaluation managing processes (Briones, 2020). Likewise, students from the School of Education at Central
Luzon State University expressed high satisfaction with their instructors’ performance in areas such as teaching
planning and organization, mastery of the subject matter, teaching methods and techniques, classroom
management and learning assessment (De la Rosa & Vargas, 2021).

According to the results obtained on the service quality, a majority of students (48 %) at the Instituto Superior
Pedagogico Privado del Centro perceived a high level of service quality in all dimensions, ranking the empathy
dimension at the top. This is an indicator that the staff of the institution is concerned about the student’s needs
and interests, providing personalized care and convenient schedules. This treatment of students has likely
allowed this institution to differentiate its results in terms of service quality as compared to other institutions.
For example, studies carried out by Rocha at the Universidad Nacional de Ucayali (2020); by Carpio at the
Instituto de Educacion Superior Tecnolégico Privado de Ciencias Empresariales de Cutervo (2019); by Vasquez
at the Instituto Superior de Educaciéon Publico Nuestra Sefiora de Chota (2019); by Vilcapoma at the
Universidad Nacional del Centro del Perti de Huancayo (2020); and by Silva at private institutes in Surco (2021)
reported a medium level of service quality.

Systematic reviews and meta-analyses made by Maoosavi et al. (2017) and Gilavand and Maraghi (2019) in Iran,
have shown a significant negative gap between expectations and perception of service quality. Similarly, Asefi
et al. (2017), Tehranineshat et al. (2022), and Tavakoli et al. (2019) reported a significant negative gap, where
tangibles, and responsiveness were the dimensions with the highest gaps, respectively. These studies have
demonstrated that pre- and post-classroom measurement is a more reliable way to evaluate the service quality.
However, this study could not evaluate expectations regarding service quality. Future research could further
examine this issue.

It should be noted that questionnaires used to assess teaching performance, such as the one used in this study,
are commonly chosen due to their ability to gather data from a larger group of people in a shorter amount of
time and at a lower cost (Silva, 2023). However, one limitation of using these questionnaires is that they do not
consider the creation and transformation of teaching tasks, and the context (Gémez & Valdés, 2019).

Conclusion

This study shows an overall evaluation of service quality and teaching performance at the Instituto Superior
Pedagogico Privado del Centro. This reveals that there is a direct relationship between service quality and
teaching performance, and both variables scored highly. This indicates that the institution is committed to
providing the best possible working conditions for its professors, who, in turn, are interested in performing their
roles effectively while providing high-quality service.
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