Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta

WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA

GLj\I\IIDlJVA]i:—IR]S\/[[-,&ADSA Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/
TABLE OF CONTENTS
LI LI N SR i
APPROVAL PAGE ...ttt ettt e e sttt e et e s sb et e e ettt e e saaaaeessabeeassbbeeesbaeeesreeas ii
STATEMENT OF ORIGINALITY Lottt ettt sttt ettt e e sttt e s s s ba e e s s b e e s seabasessabanesssbbasesns iii
L o N O TR iv
TABLE OF CONTENTS ..ottt ettt ettt ettt e sttt s s st e e e s sb e e e s abb b e s e saba e e s s bt e e s sabbeesssabeneessrbaneas \%
[ IS IO i Y = I = Viii
LIST OF FIGURES. . ......co oottt ettt ettt e et e e ettt e e sttt e e s eab e e e s sttt e e s sba e e s sbbeessatbesesareeeesirbens iX
LIST OF APPENDICES ..ottt ettt ettt ettt sttt e e e et e e e st e e sttt e s s ettt e e s sabe e e s sabaeessabbeeesereeaessabenens X
F AN S S Y A O [T Xi
LN I ST A I Xii
CHAPTER 1 - INTRODUGCTION......cetii ittt sttt ettt e s sttt s bt e s s sab e e e s ssbbe s s sbene s s srbaeesssbbeseeans 1
1.1 BACKGROUND ....uutttiiiiiiiiiiiittiittesssaiibbettsasssssabbssssesesssasbbabeessesssab bbb aeesaessasbbbbbbssasssssabbbbbasassesssbbbbaeesesaas 1
1.2 PROBLEM STATEMENT ..ciiiittttttieetiiiitttttteeesssiiabbsseessesssasbbebeesseessasbbtbaeeseessasabtbaessasssssabbabeeaseessasbbbbaeesesias 6
1.3 RESEARCH OBJIECTIVES .. uvtiiiiitteteeitteeeesetteeeeesteeessteeessesbesssastesssssbaeeesssbesesassessessesessasbesesasseesesseneesssrenens 6
1.4 SCOPE OF THE RESEARCH ....cciittiiiiieteie e ettt e eetee e s et e e s etteeesestas s e sabaeeesesbesesasbassesnseeeesesbeeesanteesssnseneesssreneas 7
1.5 RESEARCH CONTRIBUTION ..uttttiiieiieitttetteesssssisssettsesesssessssesssesssasssssesssesssassssssssesssssssssssssessssisssssesssesss 7
CHAPTER 2 - LITERATURE REVIEW AND HYPOTHESES .......cooo oo 9
2.1 THE SERVICE INDUSTRY ..ciiiiitttiiiie e it e iitbtii e e e e s st et bttt e e s e s st ebb b b e e s s e e s s e sab b b et e s e e e s s sabb bbb e s e s e s s sab bbb aeeseessebabbaees 9
2.2 HIGHER EDUCATION AND THE SERVICE INDUSTRY 1.iiiiiiiiiiiiiiiie e e iiiitiiee e e s sesisbraess e s s s s sasbsssesssssssnsannns 10
2.3 DEFINING PERCEIVED SERVICE QUALITY ...ttiiitiiiiteeiiteesiteesteesnteesstessteessaeesnteesnsessnsaesssessnsessssessnsesssnes 12
2.4 HEDPERF AND HIGHER EDUCATION SERVICE QUALITY .uvviiieeiiieiieesieesiteesteeenteesnneesreesnseesnneesneas 15
2.5 THE CONCEPT OF PERCEIVED SACRIFICE .....iciiiiiittttiiiee e s e iittttieeeessssibbateeasesssesbbasasssesssesabssesssesssessssssnss 16
2.6 CUSTOMER PERCEIVED VALUE....c.cciiiiitttiiiiie e s eiitbitt s e e s s sttt at s e e e s st sab b ba e e s e s s sabbbbaeasesssaabbbasesessseabbbanes 18



Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA

B o S e SR D O EOILINELT 20
2.8 HYPOTHESES DEVELOPMENT ... .oitiitiitiatieiesie it st sre sttt sh st sn e sn bbb seesnenreane s 22
2.8.1 Relationship between Perceived Service Quality and Customer Satisfaction ............ccccoevvinineieiniencnienn 22
2.8.2 Relationships between Perceived Value with Perceived Service Quality and Perceived Sacrifice................ 24
2.8.3 Relationships between Perceived Value and Customer Satisfaction ...........ccccoceveviiniiieniiencceese e 25
2.8.4 Relationships between Perceived Service Quality with Perceived Value and Customer Satisfaction........... 25
CHAPTER 3 — RESEARCH METHOD .....ociiiiiii ittt s 27
3.1 RESEARCH DESIGN ...ttt bbb bbb 27
3.2 IMIEASUREMENT ....oetiitieeieste et sne et en e n e n e m e e n e am e st e e n e nr e n e nenn e enenn s 28
3.2.1 Operational Definitions Of Variables...........cooi i 29
3.2.2 RESEAICN INSIIUMENT.......uititiieiteet bbbt bbbttt b e et b et 31
3.3 SAMPLING METHOD ...ttt b bbb sb bbb s 33
3.4 DATA COLLECTION METHOD ..uviiiiitiiiiiiieiis ittt s s 34
3.5 SEM PROCEDURES .....coviiiitiieieireieeiesne e iesse st se e sn e se e sse e an e n e nn e n e an e nn e n e nn e enenn e enenneees 35
3.6 PRETEST DATA ANALYSIS ...ttt ittt sttt ar ettt an et ab bt se e n et ar bbb e nennean e 37
3.6.1 Overall Measurement Model for the PreteSt Data..........cccuveireiriiiniieincee e 38
3.6.2 Validity Of the PreteSt DAA ........ccviiiiiiiieieiecc ettt ettt sttt et et es e b e sbesbenaeeenes 40
3.6.2.1 CONVEIGENT VAIIUITY......eivieiieieeesc ettt b e ste bt e st et e b ettt ans 43
3.6.2.2 DiSCHMINANT VAlIAILY ....veviieiiiceci ettt b e b et et sr b eens 46

3.6.3 Reliability Of the PreteSt DAA ..........coviiiiiiieieieeit ettt b e bttt 47
CHAPTER 4 — ANALYSIS AND DISCUSSION......coiiiiiiiieieeseneeree e 50
4.1 MEASUREMENT IMODEL ....utiutititeitisie ettt sn ettt ar bbbt sn e n b an ettt e e nnean s 50
4.1.1 Defining INAIVIAUAT CONSIIUCES .....c..oviiiuieieitiitesiet ettt bbbt b e et n ettt b et e nen 50
4.1.2 Developing the Overall Measurement MOGEI ..........c.ooiiiiiiiiieeee e 51
4.1.3 Designing a Study to Produce EmMpirical RESUIL.............cooiiiiiiieie e 53
4.1.3.1 SPeCifying the IMOUEN ........coiiiice ettt e bttt ens 53
4.1.3.2 TAENTITICALION ...t 53

4.1.4 Assessing Measurement Model Validity of the Big Sample ..........coooiiiiiiiiie e 54

A LA L OVEFAI Fit..eoieciei et bbbt et b et 54
4.1.4.2 Kaiser-Meyer-Olkin (KMO) Measures of Sampling Adequacy (MSA) and Bartlett’s Test ................. 56
4.1.4.3 CONVEIGENT VAIIAITY......eiuiiiiiiiietei ettt bbbttt b et 58

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University

Vi



Yogyakarta
WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA

GADIAH D i oo e 2000 D dr OB SpuslonyuGnac it e 60
4.1.5 Assessing Measurement Model Reliability of the Big SampIe .........ccoeieviiiiiiicinccc e 61
4.1.6 Analysis of INAIVIAUAT CONSIIUCES .........veiieiiieiiiiie ettt st s esa et et et esaebesrenresaen 62

4.1.6.1 Perceived Service QUANILY .........coiiiiiiieeieie bbb 62

4.1.6.2 PEICRIVEA SACKITICE. ... evieiriirteier ettt 64

4.1.6.3 PEICRIVEA VAIUE ...ttt bbbt 66

4.1.6.4 CuStOMEr SALISTACTION .....vviveiiiiic e e 68

4.2 STRUCTURAL IMODEL ...cuiiiiiiiiie ittt bbbt an s 69

4.2.1 Specifying the StruCtUral IMOGEL...........c.oiiiiiicice et re b e naeaens 69

4.2.1.1 Defining @ StrUCLUFAl TREOKY ..c..oiuiiiieiiieiee ettt bbb 69

4.2.1.2 VISUAI DIAGTAIM ...ttt sttt ettt ettt h e bt et e b e seeme e s e e ae e b e sbenbeeee b e e eneebeabeabesbeeeneans 70

4.2.1.2.1 EXOQENOUS CONSIIUCES .....eivvitiiiieitieite sttt sttt bbbttt 72

4.2.1.2.2 ENAOGENOUS CONSIIUCTS .....cvveviiviieiiieieis ettt sttt sbe et st e st b neete st e nn e 72

4.2.2 Assessing the Structural MOl Fil ...........oooiiiiii e 73

4.2.3 HYPOLNESES TOSTING ... eeuetett ettt ettt sttt ettt ettt e e e st e b e e be et e sk et e eeeme e s e ene e b e ebeebesbe b e nseneaneebesbeseennens 74

O T Y] o To] {1 1= OSSOSO 75

4.2, 3. 2HYPONESHS 2.ttt ettt bbb et e Rt et b e b et bt n e te b et et e a e ens 76

4.2.3.3HYPOTNESHS 3.ttt bbb b e Rt bbb Rt e h e bbbt n e ens 76

A.2.3AHYPOTNESIS 4 ...ttt b et h ettt Rt bR bRt R £ Rt Rt R e bt Rt e e e Rt b e beeae et e e e e enn 77

4.2, 3. 5HYPOINESIS 5.ttt bbbttt b et e bt nt et e b ettt neens 77

4.3 DISCUSSION ...ttt ittt bbb sa b bbb b e e bbb e bbb e sr s 80

CHAPTER 5 — CONCLUSION ...ttt ettt et bbb e e e s e e saeesbeenbeeene e 83

5.1 CONCLUSION ...ttt ittt ettt sh sttt e bbb b e bR b bt s et n b eh e b e e bt e b e e e n e anenns 83

5.2 LIMITATION OF THE RESEARCH ......ccuiiiiiiiiiiiiiiiisi e 85

5.3 MANAGERIAL IMPLICATIONS. ....ceitiitiitiitietieter et sr st sbe st s sr bbb sa et bbb e nnear s 86

5.4 SUGGESTIONS FOR FURTHER RESEARCH.......coiiiiiiiiiiiiiiiiicie s 88
BIBLIORAPHY

APPENDICES

Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University

vii



Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta

WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

List of Tables
Table 3.1. KMO and Bartlett’s Test for the Measurement Model ........................... 41
Table 3.2. Rotated Factor Matrix and Communality ................cooiiiiiiiiiie e, 42
Table 3.3. Factor Loadings (Standardized Regression Weights) of Each Indicator ....... 44
Table 3.4. Variance Extracted of Each Construct .............ccooeiiiii i, 45
Table 3.5. Interconstruct Correlations and Squared Correlations .................ccooveuee. 46
Table 4.1. Selected Model FIt INAICES .......couiiiri i e 54
Table 4.2. KMO and Bartlett’s Test for the Measurement Model ............................ 56
Table 4.3. Rotated Factor Matrix and Communality ................cooiiiiiiiiiiii i ven . 57
Table 4.4. Factor Loadings (Standardized Regression Weights) of Each Indicator ........ 59
Table 4.5. Variance Extracted of Each Construct ..............cooeiiii i 60
Table 4.6. Interconstruct Correlations and Squared Correlations ................ccevvveenen 60
Table 4.7. Constructs, Indicators, and Average Mean ..........cccccuevvvveereeresieeseeseseeseeeenns 65
Table 4.8. Hypotheses and Parameters in SEM ...........c.ccoiiiiiiiiiiii i e e e e, 71
Table 4.9. Selected Model Fit INQICES ........oveie it 73

Table 4.10. Regression Weights of Each Constructs in Structural Model
(Unstandardized EStIMALES) .......c..vvieeiiiiieie e e (4
Table 4.11. Regression Weights of Each Constructs in Structural Model with

Of0] 1K 1 7 101 B (0 JA=) (o I 79

viii



Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta

WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

List of Figures

Figure 2.1. The Path Diagram of the Integrative Relationship Model ...................... 26
Figure 3.1. Six-Stage Process for Structural Equation Modeling .............ccccoeevinnss 35
Figure 3.2. The CFA Measurement Model ..........oviiiiiiiiiiii i e e e v 39
Figure 4.1. Measurement Theory Model .......... ..o e e D2
Figure 4.2. Model Specification with AMOS ............cocii i i i ieeeee. D3
Figure 4.3. Standardized Path Diagram ..........coouuiiieiie i i e 64
Figure 4.4. Structural Model ....... ..o e ee e 10
Figure 4.5. AMOS Output of the Structural Model .............coooo i, 71
Figure 4.6. Structural Model in AMOS Output (Standardized Estimates) .................. 74
Figure 4.7. Structural Model with SQ - PV-> CS Constrained to Zero .................... 78
Figure 4.8. Total Effect of SQtoCS ... oo, 19



Linking perceived service quality, perceived sacrifice, and perceived value to customer satisfaction
in higher education services :: The case of Master of Management Program Gadjah Mada University
Yogyakarta

WIDYAN, Denny, Basu Swastha Dharmmesta, Prof., Dr., MBA
UNIVERSITAS

GADJAH MADA Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

List of Appendices

Appendix 1A — Distributed Questionnaire

Appendix 1B — Constructs and Indicators

Appendix 2A — KMO-MSA and Bartlett’s Test of Pretest (SPSS Output)
Appendix 2B - Validity of the Pretest Measurement Model (AMOS Output)
Appendix 2C — Reliability of the Pretest Measurement Model (SPSS Output)
Appendix 3A - Fit Indices of he Big Sample Measurement Model (AMOS Output)
Appendix 3B - KMO-MSA and Bartlett’s Test of Big Sample (SPSS Output)
Appendix 3C — Validity of the Big Sample Measurement Model (AMOS Output)
Appendix 3D — Reliability of the Big Sample Measurement Model (SPSS Output)
Appendix 4A — Fit Indices of the Structural Model of the Big Sample (AMOS Output)
Appendix 4B - Structural Model of the Big Sample (AMOS Output)

Appendix 4C - Structural Model of the Big Sample with Constraint to Zero (AMOS Output)





