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ABSTRACT 

Teachers have been identified as key to good academic performance of students.  They draw 

conclusions about their students in the early school years, forming opinions about one’s 

strengths, weaknesses and potentials for academic success.  In recent years, there has been a 

steady decline in the academic performance of senior high school students in Ghana as evident in 

the results of the West African Senior School Certificate Examination (WASSCE).  This decline 

could be attributed to, among other things, ineffective teaching methods and practices, 

inadequate school infrastructure, poor and inadequate instructional and learning materials, 

unqualified and inexperienced teachers and the rising cost of education.  The study assesses the 

service quality in teaching and  how it impacts on student performance in Mathematics, Social 

studies, English language and Integrated Science from 2006 - 2009 from three selected Senior 

High Schools in Ejisu Juaben Municipal Assembly in Ashanti Region of Ghana.   

The research design employed for the study was both exploratory and causal.  One third of the 

total population made up of students, teachers and administrators were used.  Students from three 

selected Senior High Schools from Ejisu Juaben Municipal Assembly in Ashanti Region were 

sampled using stratified random sampling technique and surveyed by use of questionnaire, while 

structured interviews were conducted for teachers and administrators who were purposively 

selected.  The five dimensions of the SERVQUAL model (Reliability, Assurance, Tangibility, 

Responsiveness and Empathy) were used to measure and analyse service quality.  For the period 

under review, the study showed that very few students had excellent to very good grades in the 

subjects under study.  Reliability is the service quality dimension that has the greatest impact on 

performance.  This is followed by Responsiveness, empathy and tangibility all of which have 

direct significant impact on students’ performance at 95% confidence level.  The study 
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recommends that school management should strive hard to work around this service quality 

especially the reliability variables in order to improve upon the schools’ performance.  
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CHAPTER ONE 

INTRODUCTION 

1.1 Background of the Study 

There is little doubt that the services sector has become a dominant force around the world 

accounting for about three-quarters of all employments in the USA, UK, Canada, and Australia.  

It utilizes both skilled and unskilled labour.  Between 1980 and 1992, it was reported that the 

European Union created almost 1.3 million new jobs per year in the service sectors.  Services 

have had major impacts on national economies and have facilitated improved productivity in 

many economies.  For instance, the transport and distribution services have often had the effect 

of stimulating economic development at local and national levels (Parmer, 2000). 

Services dominate the economies of most developed and emerging countries in the world.  In the 

US economy private services industries which comprise profit and non-profit organizations 

account for more than two-thirds of the value of the gross domestic product (GDP) (Lovelock, 

and Wirtz, 2007).  It is predicted that jobs in the manufacturing, mining and agricultural 

industries in the United States will continue to shrink and many new services jobs that require a 

good educational background will be well paid (Lovelock and Wirtz 2007). 

According to Owanko, (1999). Several writers have tried to define quality as, 

 Fitness for a purpose. 

 Value for money 

 Actions leading to expected standard 

 Actions leading to the achievement of set objectives and so on. 
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Customers may become dissatisfied in exchange for their money, time and effort with the quality 

and value of services when service providers break their promises, when customers receive poor 

value for money, when customers lack understanding of their needs, when personnel are rude or 

incompetent, when service hours are not convenient, when self service machines are not 

functional (Lovelock, and Wirtz, 2007). 

Curson, (1994), defines teaching as a “system of teaching activities intended to induce learning 

comprising the deliberate and methodical creation and control of those conditions in which 

learning does occur.”  The goal of teaching is to establish a sound knowledge base on which 

students will be able to build as they are exposed to different life experiences.  Good teachers can 

translate information, good judgment experience and wisdom into relevant knowledge that a 

student can understand, retain and pass to others. 

According to Ofsted, (1995), primary matters that outlined a number of general teaching factors 

that are helpful in the learning outcomes in general include; 

 good subject knowledge 

 good questioning skills 

 an emphasis upon instructions 

 a balance of grouping strategies 

 clear objectives 

 good time management 

Teachers have been identified as key to good academic performance of students.  They typically 

draw conclusions about their students relatively early in the school year, forming opinions about 

one’s strengths, weaknesses and potentials for academic success.  In many instances teachers 
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size up their students fairly relatively by knowing which one’s need help with reading skills, 

which ones have short attention spans, which ones have trouble working together in the same 

cooperative groups and so on,  and they adapt their instructions and assistance accordingly 

(Good, & Nicholas, 2001). 

It is common knowledge that effective teaching at the Senior High School (SHS) levels is of 

great concern as it affects academic performance of students.  As a result, much is happening in 

Ghana to promote effective teaching and learning practices as a basic part of finding solutions to 

the majority of SHS students who are not able to enter the universities and other tertiary 

institutions in Ghana.  This is seen in the increased involvement of government, churches and 

individuals in the professional training and development of teachers through seminars, on-

campus teaching and pre-service training of student teachers. 

According to Reyna (2000) teachers often perceive student’s ability levels to be relatively fixed 

and stable.  Their beliefs about those stable abilities affect their expectations for students’ 

performances which in turn lead them to behave differently towards different students.  For 

instance, when teachers have high expectations for students they create a warmer classroom 

climate, interact with students more frequently, provide more opportunities for students to 

respond and give more positive feedback, they also present more course material and more 

challenging topics. 

In contrast when teachers have low expectations for certain students, they offer fewer 

opportunities for speaking in class, ask easier questions, give less feedback about students’ 

responses and present few and challenging assignments (Baobabs, 1993). 
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Ability of students can change over time, especially when environmental conditions are 

conducive to such change. (Pintrich, and Shrunk, 2002).  Teachers should continually take and 

increase view of students’ intelligence and other abilities and continually reassess their 

expectations and attributions for individual students, modify them as new evidence presents 

itself. 

The physical environment which is the setting in which the services is provided has a profound 

impact on students learning (Lovelock, and Wirtz, 2007).  Some of these common facilities and 

assets that facilitate teaching and learning and delivery of services at the selected schools 

include; school administration block, classroom, library, science laboratory, students dormitories, 

recreational areas, lawns with life flowers that increase the aesthetic qualities of the schools and 

also support instructors to provide appropriate learning experience for students. 

When teachers have a good grasp of knowledge base and are comfortable with the content, 

understand the individual differences, they are more likely to deliver quality services.  It is a 

common knowledge that any second cycle institution which practices quality assurance in its 

broadest sense is likely to contribute effective manpower to the world of works than their 

counterparts’ institutions which do the opposite. 

Ejisu Juaben Municipal Assembly Schools are in the Ashanti region and are made up of a 

number of Schools, but because of the high enrolment of students and teachers, cost 

effectiveness, time available to researchers, and also the schools leading in the West African 

Senior High School Certificate of Education (WASSCE) results, the researchers have selected 

some schools in the Municipals and they are Ejisuman Senior High School, Juaben Senior High 

School and Bonwire Senior High Technical School for this research.  The population of the 
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students for the three selected schools is about five thousand, and that of the teachers is about 

one hundred and eighty.   Due to the Educational reform which took place in 2007, the Senior 

Secondary School was changed to the Senior High School so the researchers will be using both 

terms interchangeably. 

Table 1:   Senior High Schools in Ejisu Juaben Municipal Assembly 

NAMES OF SENIOR HIGH SCHOOLS IN 

EJISU JUABEN MUNICIPAL ASSEMBLY 

Ejisuman Senior High School 

Juaben Senior High School 

Bonwire Senior High Technical school 

Ejisu Senior High Technical School 

Achinakrom Senior High Technical School 

Church of Christ Senior High School 

Kwamo Technical Institute 

 

1.2 Problem Statement 

The job of a teacher, no doubt, requires the display of among other qualities, a high sense of 

ability to relate with student from diverse background.  Teachers as professionals are supposed to 

have been imbued with competencies that are clearly relevant and appropriate to the demands of 

their jobs. 

Effective teaching offers that platform where teachers’ competencies are unleashed to the 

students in a bid to prepare and equip them with general knowledge.  It is argued that effective 

teaching and learning affect aspects, if not the entire outlook, of students output, even years after 

they have completed School. 

• Over the years, higher academic institutions and employers have complained of a steady decline 

in the academic performance of senior high school students.  This has been evident in the 
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declining results of the West African Senior High School Certificate Examination (WASSCE) 

report 2006 – 2009 and the ill-equipped senior high school graduates after completion of school.  

A lot of factors which include, effectiveness of teaching methods and practices, school 

infrastructure, instructional and learning materials, qualification and experience of instructors 

could be assigned to this trend.  Furthermore, the rising cost of education and the unfortunate fall 

in academic standards, coupled with high demand for higher education, require instructors to 

develop critical thinking skills of students. In other words since funding of education is 

dwindling; those in educational institutions must ensure that students get good value for the 

monies expended on them.  

From the foregoing, there is the need to assess the impact of service quality in teaching on 

performance of students to answer such main questions as:   How do students performances 

measure up to the quality of services? 

In evaluating service quality in teaching and its impact on students’ performance, the interest 

must not be only in how much knowledge students gain from the curriculum, but also how the 

curriculum affects the attitude of students towards the needs of the society.  An assessment of the 

impact of service quality on cognitive and affective learning outcomes in the four core subjects 

(Mathematics, Social Science, English Language and Integrated Science) of the West African 

Senior High School Certificate Examination (WASSCE) was therefore the focus of the study. 

1.3 Research Objectives 

The objectives of the study include to: 

 identify the nature of services offered with regards to Teaching and Learning in selected 

Senior High Schools in Ejisu Juaben Municipal Assembly from 2006 - 2009; 
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 assess the service quality of teaching in selected Senior High Schools in Ejisu Juaben 

Municipal Assembly from 2006 - 2009; 

 evaluate students’ performance from 2006 - 2009 in selected Senior High Schools in 

Ejisu Juaben Municipal Assembly; 

 examine how service quality impacts on students’ performance in selected Senior High 

School in Ejisu  Juaben Municipal Assembly from 2006 - 2009. 

1.4 Research Questions 

 The study accordingly will address itself to the following sub questions. 

 What is the nature of services offered with regards to Teaching and Learning in the 

selected Senior High Schools in Ejisu Juaben Municipal Assembly from 2006 - 2009? 

 How is service quality of teaching in selected Senior High Schools in Ejisu Juaben 

Municipal Assembly from 2006 - 2009 explained? 

 How are students’ performances in selected Senior High Schools in Ejisu Juaben 

Municipal Assembly from 2006 - 2009 evaluated? 

 How does service quality in teaching impact students’ performance in selected Senior 

High School in Ejisu Juaben Municipal Assembly from 2006 - 2009? 

1.5 Justification 

The study of service quality in general is important because of the concern for student’s 

academic performance. In connection with service quality, the present study will allow students 

and stakeholders to appraise teachers at the end of each term using assessment ratings designed 

by various educational institutions. 

The students assessment results which will cover such areas as knowledge of subject, course 

content,  teaching methods and practices, adequacy of class assignments , classroom 
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management, qualification and experience, maintaining existing high standards of performance, 

improving teachers performance, increasing staff  morals and motivation, identifying and 

developing those capacities and capabilities of the teaching staff to enhance their potentials for 

promotions and achieving the goals of the institution will be systematic and aimed at increasing 

job satisfaction. 

It is believed that for service quality in teaching to take its proper course, management will train 

personnel in evaluation and assessment systems, train teachers and students to agree on roles and 

responsibilities and lines of communication relating to all aspects of service quality, developing 

clear method, collecting evidence, monitoring and giving feedback on quality matters.  Finally 

the study will ensure that quality control systems will be maintained and sustained and at the 

same time contribute to the body of knowledge in the areas of service quality in Ghana. 

1.6 Scope of the Study 

The study covers the selected Schools in Ejisu Juaben Municipal Assembly, both students and 

teachers. 

1.7 Delimitation 

The study was not representing the whole Ghana because it will be expensive and time-

consuming; Students have been selected according to classes from selected Schools in Ejisu 

Juaben Municipal Assembly. 

1.8 Organization of the Thesis Report 

The thesis report will be comprised of five chapters. This includes chapter one which is made up 

of background of the study, the problem statement and research questions.  Other aspects of the 
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chapter are objectives of the study, significance of the study and limitation and definition of 

terms. 

The second chapter focuses on review of related literature, which is followed by chapter three on 

methodology of the study which describes the research design, the population, sample and 

sampling procedures,   data collection procedures of the study and data analysis. 

The chapter four will include the presentation of the results, analysis and discussions. The final 

chapter will include the summary of findings, recommendations and conclusions. 

1.9 Definition of Terms 

Impact:  This refers to the outcome of service quality that will meet the needs of the society. 

Quality control: This means the structures, procedures, and organization within the institution to 

ensure that teaching and assessment are carried out satisfactorily. 

Assessment: This refers to the process whereby internal and external evaluation take place with 

reference to direct teaching, including teachers instructional skills dealing with students’ 

attitudes and performances, personal qualities relationship with others, professional growth and 

development. 

Feedback: This is taken to mean formal or informal report from teachers, student, external 

examiners, management of the school on students learning activities, availability of resources for 

teaching and learning to take place. 

The next chapter which is the literature review, the researchers will discuss what others have said 

about service quality, quality in teaching, effective teaching methods and practices and 

enhancing students’ performance. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

Service quality is a critical measure of organizational performance, service quality remains at the 

forefront of both the marketing literature generally, and the services marketing literature 

specifically (Jensen and Markland, 1996). Practitioners and academics alike are keen on 

accurately measuring service quality in order to better understand its essential antecedents and 

consequences, ultimately, establish methods for improving quality to achieve competitive 

advantage and build customer loyalty (Palmer and Cole, 1995; Zahorik and Rust, 1992). 

Service quality in teaching is commonly noted as a critical prerequisite for establishing and 

enhancing students’ performance. In this way, the association between service quality in teaching 

and students performance has emerged as a topic of significant and strategic concern (e.g. Bolton 

and Drew, 1991; Cronin and Taylor, 1992; Taylor and Baker, 1994). In general, research in this 

area suggests that service quality in teaching is an important indicator of enhancing students’ 

performance. (Spreng and Mackoy, 1996). 

2.2 Definition of Service Quality 

Parasuraman et al. (1988) defined service quality as … “a global judgment or attitude relating to 

the overall excellence or superiority of the service” and they conceptualized a customer's 

evaluation of overall service quality by applying Oliver's (1980) disconfirmation model, as the 

gap between expectations and perception of service performance levels. Furthermore, they 
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propose that overall service quality performance could be determined by the measurement scale 

SERVQUAL that uses five generic dimensions: 

1. Tangibility (the appearance of physical facilities, equipment, personnel, and 

              Communication materials); 

2. Reliability (the ability to perform the promised service dependably and accurately); 

3. Responsiveness (the willingness to help customers and provide prompt service); 

4. Assurance (the competence of the system and its credibility in providing a courteous and 

secure service); and 

5. Empathy (the approachability, ease of access and effort taken to understand customer needs). 

2.3 The SERVQUAL Scale 

SERVQUAL provides a technology for measuring and managing service quality (SQ). Since 

1985, when the technology was first published, its innovators Parasuraman, Zeithaml and Berry, 

have further developed, promulgated and promoted the technology through a series of 

publications (Parasuraman et al., 1985; 1986; 1988; 1990; 1991a; 1991b; 1993; 1994; Zenithal et 

al., 1990; 1991; 1992; 1993). The ABI/Inform database “Global edition”, (September 1994) 

reports that service quality has been a keyword in some 1,447 articles published in the period 

January 1992 to April 1994. By contrast SERVQUAL has been a keyword in just 41 

publications. These publications incorporate both theoretical discussions and applications of 

SERVQUAL in a variety of industrial, commercial and non-profit settings. Published studies 

include tyre retailing (Carman, 1990) dental services (Carman, 1990), hotels (Saleh and Ryan, 

1992) travel and tourism (Fick and Ritchie, 1991), car servicing (Boatman and van der Wiele, 
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1992), business schools (Ricottas and Pitt, 1992), higher education (Ford et al., 1993; McElwee 

and Redman, 1993), hospitality (Johns, 1993), business-to-business channel partners (Kong and 

Mayo, 1993), accounting firms (Freeman and Dart, 1993), architectural services (Baker and 

Lamb, 1993), recreational services (Taylor et al., 1993), hospitals (Babakus and Mangold, 1992; 

apparel retailing (Gagliano and Hathcote, 1994) and local government (Scott and Shieff, 1993). 

There have also been many unpublished SERVQUAL studies. 

Service quality (SQ) has become an important research topic because of its apparent relationship 

to costs (Crosby, 1979), profitability (Buzzell and Gale, 1987; customer satisfaction (Bolton and 

Drew, 1991), customer retention (Reichheld and Sasser, 1990), and positive word of mouth. SQ 

is widely regarded as a driver of corporate marketing and financial performance. SERVQUAL is 

founded on the view that the customer’s assessment of SQ is paramount. This assessment is 

conceptualized as a gap between what the customer expects by way of SQ from a class of service 

providers (say, all opticians), and their evaluations of the performance of a particular service 

provider (say a single Specsavers store). SQ is presented as a multidimensional construct. In their 

original formulation Parasuraman et al. (1985) identified ten components of SQ. These 

components include reliability; responsiveness; competence; access; courtesy;  communication;  

credibility;  security; understanding/knowing the customer; tangibles.  In their 1988 work these 

components were collapsed into five dimensions: reliability, assurance, tangibles, empathy, 

responsiveness, Reliability, tangibles and responsiveness remained distinct, but the remaining 

seven components collapsed into two aggregate dimensions, assurance and empathy.   

Parasuraman et al. developed a 22-item instrument with which to measure customers’ 

expectations and perceptions (E and P) of the five RATER dimensions. Four or five numbered 

items are used to measure each dimension. 
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2.4 Responsiveness as a Component of Service Quality 

Many service companies worry about the length of their queues because customer waiting time is 

considered as having a negative influence on consumer service perception. Time is valued by 

both partners. On the one hand, service companies may lose transactions if waiting time is too 

long; and on the other, consumers consider waiting time as a sacrifice to get the service. It is one 

of the reasons that more and more service customer-oriented companies’ position their offer on 

time advantage for consumers. Lovelock and Gummesson (2004) insist on the central role played 

by time in most services and recommend paying more attention to improving the understanding 

of how customers perceive, budget, consume and value time. 

The waiting time has four aspects: objective, subjective, cognitive and affective: 

1. The objective waiting time is the elapsed time as measured by a stopwatch by customers 

before being served (Davis and Vollman, 1990; Katz et al., 1991; Taylor, 1994) 

2. The subjective waiting time is the customers' estimation of time waited. In previous research 

studies, the subjective aspect is measured by means of the perceived waiting time (Hui and Tse, 

1996; Pruyn and Smidts, 1998). Unsurprisingly, the estimated time depends on objectively 

measured elapsed time (Hornick, 1984; Pruyn and Smidts, 1998; Antonides et al., 2002). 

3. The cognitive aspect of the wait is the consumers’ evaluation of the wait as being (or not 

being) acceptable, reasonable, tolerable (Durrande-Moreau, 1999) as well as considered to be 

short versus long (Pruyn and Smidts, 1998). 

4. The affective aspect of the wait consists of emotional responses to waiting such as irritation, 

boredom, frustration, stress, pleasure, happiness, etc … (Taylor, 1994; Hui and Tse, 1996; Pruyn 
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and Smidts, 1998). According to Pruyn and Smidts (1998), these affective and cognitive aspects 

form the appraisal of the wait. 

Along with income and price, time can be considered as a constraint in consumer 

purchasing choice (Becker, 1965; Umesh et al., 1989). In choosing a service provider, 

consumers weigh up a number of benefits against the money, effort, and psychic costs of buying 

and using the service; time spent in obtaining the service is just such a cost. The authors consider 

waiting time satisfaction and service satisfaction as being two constructs related to a specific 

transaction. Service satisfaction is the overall evaluation of the service transaction and waiting 

time satisfaction is a determinant of the latter. Several studies show that delays have negative 

effects on the overall service evaluation (Katz et al., 1991; Taylor, 1994; Hui and Tse, 1996); 

and, more precisely, on satisfaction with the service (Pruyn and Smidts, 1998). Furthermore, 

customers' anger and their evaluation of punctuality affect the overall service performance 

(Taylor, 1994). Similarly, Hui and Tse (1996) find that the affective response to the wait 

influences the service evaluation. Moreover, Pruyn and Smidts (1998) demonstrate that the 

appraisal of wait, i.e. both cognitive and affective dimensions, positively influence the service 

satisfaction. Another element of responsiveness is customer complaint handling. A major reason 

why customers switch service providers is unsatisfactory problem resolution (Hart et al., 1990). 

When customers face a problem, they may respond by exiting (switching to a new supplier), 

voicing (attempting to remedy the problem by complaining) or loyalty (staying with the supplier 

anticipating that “things will get better”) (Hirschman, 1970). Given that customers of retail banks 

have relatively high switching costs, it is likely that a dissatisfying experience will evoke a 

passive reaction (no complaint) or a complaint. Given that the customer complains, the bank’s 
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response can lead to customer states ranging from dissatisfaction to satisfaction. In fact, 

anecdotal evidence suggests that when the service provider accepts responsibility and resolves 

the problem, the customer becomes “bonded” to the organization (Hart et al., 1990). When 

customers complain, they give the firm a chance to rectify the problem and, interestingly, if the 

firm recovers successfully, to increase loyalty and profits (Fornell and Wernerfelt, 1987). Thus, 

customer complaint handling can have an influence on customer satisfaction and retention. 

 

2.5 Assurance as a Component of Service Quality 

Assurance is defined as a promise that will certainly happen or be true about the other party’s 

intentions within the relationship. In the context of relationship marketing, assurance has been 

linked to trust and is defined as the dimension of a business relationship that determines the level 

to which each party feels they can rely on the integrity of the promise offered by the other 

(Callaghan et al., 1995, pp. 10-60). It is a widely accepted basis for relationships (Sullivan and 

Peterson, 1982; Crosby et al., 1990; Grönroos, 1990; Andaleeb, 1992; Houston et al., 1992; 

Moorman et al., 1992). It has been documented in the form of an exchange relationship 

(Grönroos, 1990), considered by some (Moorman et al., 1992; Martin and Sohi, 1993) as a 

critical component of business relationships, and identified as a key construct in modelling 

relationship marketing (Morgan and Hunt, 1994). Trust has also been linked to components of 

the other three dimensions (bonding, reciprocity and empathy) leading to cooperation (Anderson 

and Narus, 1990; Morgan and Hunt, 1994), communication (Bialaszewski and Giallourakis, 

1985; Anderson and Narus, 1990; Mohr and Nevin, 1990) and bargaining (Schurr and Ozanne, 

1985). Generally it appears that the higher the level of trust between customer and supplier, the 
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greater the probability of continuance or long-term existence of the relationship (Martin and 

Sohi, 1993). Since relationships require strong element of interpersonal obligation, and are 

undertaken between individuals or networks of individuals rather than between organized 

corporate groups (Eisenstadt and Roniger, 1984), the concept of trust can be postulated as 

coming primarily from personal trust rather than system trust. In the context of this study, trust 

refers to personal trust that is the basis for person-to-person as well as customer-supplier 

relationships. 

Morgan and Hunt's (1994) conceptualised trust as existing when one party has confidence in a 

partner's reliability and integrity. Indeed, trust could exist at the individual level (Rotter, 1967) or 

at the firm level (Moorman et al., 1993). Furthermore, trust, when conceptualized as a dimension 

of service quality, could also be thought of as “trust in the service itself” (see Parasuraman et al., 

1985, 1988). 

2.6 Tangibility as a Component of Service Quality 

Tangibility refers to the physical evidence of the service, consisting of physical facilities, 

appearance of personnel, tools or equipments, physical presentation of the service, and other 

customers in the service facility (Parasuraman et al., 1985). 

2.7 Empathy as a Component of Service Quality 

Empathy is the dimension of a business relationship that enables the two parties to see the 

situation from the other’s perspective. It is defined as seeking to understand somebody else’s 

desires and goals. It involves the ability of individual parties to view the situation from the other 

party’s perspective in a truly cognitive sense (Hwang, 1987). The empathy dimension plays a 

major role in Chinese business relationships (Hwang, 1987; Brunner et al., 1989) and is also 
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apparent in western business relationships (Ferguson, 1990; Houston et al., 1992). These indicate 

that empathy is a necessary condition to foster a positive relationship between two parties. 

2.8 Reliability as a Component of Service Quality 

Service reliability means consistently performing the service dependably and accurately. 

According to Berry et al. (1990), service reliability is the service “core” to most customers and 

managers should use every opportunity to build a “do-it-right-first” attitude. Specifically, 

managers are encouraged to include reliability issues in their mission statements, set reliability 

standards, teach the importance of reliability in training programs, appoint reliability teams to 

study specific services and recommend ways to improve reliability, measure error rates and 

reward error-free service. Portraying the reliability and consistency with which the service is 

delivered can take two routes. The first involves emphasizing the technological superiority and 

dependability of the process by which the service is produced – a high tech approach. While 

technological drivers such as advances in telecommunications, satellite, digital, and web 

technology are increasing the tradability of services (Braga, 1995) and expediting the 

globalization of services (Lovelock, 1999), there still remains a chasm in the level of 

technological development between developed and developing countries. 

The second concerns the consistent and dependable performance of the service personnel a high 

touch approach social interaction and personal connectivity that form the basis for emotional 

bonds, especially in services with high credence properties, are highly relevant. 
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2.9 Model of Service Quality Gaps 

As an extension to their 1985 SERVQUAL model, Parasuraman, Zeithaml and Berry identified 

four potential gaps within the service organization that may lead to a fifth and most serious final 

gap- the difference between what customers expected and what they perceived was delivered. 

The model has however been refined and extended to identify a total of seven types of gaps in 

the service quality concept (Parasuraman et al., 1985; Curry, 1999; Luk and Layton, 2002). 

According to Brown and Bond (1995), the “gap model is one of the best received and most 

heuristically valuable contributions to the service literature”. 

2.9.1 The Lovelock Wirtz gap model 

As explained by Lovelock and Wirtz (2007), the first gap, the knowledge gap is the difference 

between what service providers believe customers expect and customers’ actual needs and 

expectations. The standards gap is the difference between management’s perceptions of customer 

expectations and the quality standards established for service delivery. The delivery gap, the 

third in the gaps model is the difference between specified delivery standards and the service 

provider’s actual performance on these standards. The fourth gap, the internal communications 

gap is the difference between what the company’s advertising and sales personnel think are the 

product’s features, performance and service quality level and what the company is actually able 

to deliver. The perceptions gap is the difference between what is in fact delivered and what 

customers perceive they received (because they are unable to evaluate service quality 

accurately). The interpretation gap is the difference between what a service provider’s 

communication efforts (in advance of service delivery) actually promise and what a customer 

thinks was promised by these communications. The seventh and final gap, the service gap, is the 
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difference between what customers expect to receive and their perception of the service that is 

actually delivered. 

Lovelock and Wirtz (2007) have concluded that gaps 1, 5, 6 and 7 represent external gaps 

between the customer and the organization and that Gaps 2, 3 and 4 are internal gaps that occur 

between various functions and the departments within the organization. According to the 

following explanation (ASI Quality Systems, 1992; Curry, 1999; Luk and Layton, 2002), the 

three important gaps, which are more associated with the external customers, are Gap1, Gap5 

and Gap6; since they have a direct relationship with customers. They are also, however, of the 

view that (Gap1, Gap 2, Gap3, Gap 4 , Gap 6 and Gap 7) are identified as functions of the way in 

which service is delivered. The Gap on which the SERVQUAL model has influence is Gap 5, 

since it pertains to the customer and such is considered to be the true measure of service quality. 

Gaps at any point in service design and delivery can damage relationships with customers. The 

service gap (no. 7) in the most critical; hence the ultimate goal in improving service quality is to 

close or narrow this gap as much as possible. However, to achieve this, service organizations 

usually need to work on closing the other six gaps. Improving service quality requires identifying 

the specific causes of all the gaps and then developing strategies to close them. 

2.9.2 Grönroos's service quality model 

The American perspective of service quality is based primarily on Parasuraman et       

 al.'s (1985, 1988) proposition that service quality may be evaluated based on the    

functional quality dimension, characterized by five components.  Grönroos (1990)   

suggests that this perspective does not account for additional dimensions of service  
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quality.  A more complete representation of service quality, based on the European   

perspective (Grönroos, 1982, 1990; Lehtinen and Lehtinen, 1982), should include   

three dimensions, technical, functional, and image. 

Grönroos suggests that starting with the proposition that service quality is                   

multidimensional, it is possible to develop a framework to illustrate the structure of                                        

service quality. Developing such a framework involves identifying the dimensions of service 

quality (technical and functional), and the components thought to make up each dimension. 

Marketing scholars have yet to identify attributes (or components) that define the technical 

quality dimension, although it is widely accepted that technical quality significantly affects 

customers' perceptions of service quality (Grönroos, 1982, 1990; Rust and Oliver, 1994). 

Attempts to measure technical quality have generally involved the use of qualitative methods 

(Brady and Cronin, 2001; Powpaka, 1996; Richard and Allaway, 1993). Brady and Cronin 

(2001) administered open-ended surveys that asked respondents to complete a questionnaire 

about the specific attributes they perceived regarding service experiences. Powpaka (1996) and 

Richard and Allaway (1993) employed in-depth interviews to discover relevant determinants of 

technical quality. The various studies have each used different items to measure technical 

quality. The findings to date suggest that there is no underlying latent variable associated with a 

technical quality dimension. The lack of attention to technical quality requires that researchers 

develop their own measures to assess the dimension. 

Several authors have utilized the SERVQUAL instrument to measure the functional quality 

dimension (Powpaka, 1996; Richard and Allaway, 1993). Brady and Cronin (2001) suggested 

that the SERVQUAL model uses the terms that describe one or more determinants of a “quality 



33 
 

service encounter”. That is, they suggested that the instrument may be used to assess the service 

delivery process which happens during the encounter between a service provider and customers, 

in order to shed some light on our understanding of functional quality. 

The Gronroos model proposes that service quality consists of technical and functional 

dimensions, and that a service organization's image functions as a filter in the perception of 

service quality. The model also proposes that there are direct relationships between service 

quality perception and the technical and functional quality dimensions, in addition to the indirect 

effects of technical and functional quality on service quality perception. Finally, the model 

suggests that service quality leads to customer satisfaction. 

There is theoretical support for a multidimensional, multi-level model of service quality 

(Carman, 1990; Dabholkar et al., 1996; McDougall and Levesque, 1994), but little effort has 

been taken to conceptualize and empirically test such a structure. Research on service quality and 

its relationship to customer satisfaction has been broadly conducted in literature (Oliver, 1993; 

Taylor and Baker, 1994), but the role of image in the perception of service quality has received 

no attention from scholars. European scholars have suggested the importance of image, but their 

suggestions have been restricted to the conceptual level. 

2.10 Quality in Teaching 

Quality for Deming is a positive concept meaning how useful or valuable a product is to the 

person who purchases it rather than a negative concept being the absent of defects.  Deming 

emphasizes that schools no longer need to rely on examinations to assure quality.  Provided 

sufficient attention is paid to the quality of teaching system, examining every student on 

everything they have learned will, therefore be unnecessary. (Deming, 1986). 
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In another study it was found out through a comparison among different factors such as the 

students learning perceptiveness, the instructors enthusiasm, the instructors organization of 

course material and class presentations, the interaction between the instructors and the students, 

the amiability of the instructors and the rapport between instructors and students, the rationality 

between the breadth of the content of teaching materials and the appropriateness of the 

supplementary teaching materials of students evaluation of educational quality can be viewed as 

the criteria for measuring teaching quality (Marsh, 1991; Guolla, 1999). 

Louden (2000) believes that in order to enhance the teaching quality of instructors, it is essential 

that instructors know what factors and criteria are closely related to the professional development 

of an instructor.  From the perspective of instructors’ behaviour, some believe that clarity of 

lecture, vividness of teaching material, enthusiasm of instructors’ course arrangement and 

willingness to help students in their studies and self-development can be used to measure the 

teaching performance of instructors. 

Reuda (2002) believes that the qualified instructors should be able to upgrade students’ 

capability effectively, enhance their knowledge and skills, and improve their behaviour and 

attitude, and then to make contributions to the organizational goal. 

Bonk  and Cummings (1998) from the perspective of learning scenario design, believe that 

instructors should attach importance to  students perception, their motivation and sensibility, 

development in society and individual differences. 

Kekkonenoneta and Moneta (2002) found out that prudent design of course interaction between 

the instructors and the students can effectively enhance the learning outcomes. 
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Honore (2003) also support that the course design and the interaction between the instructors and 

students, the personal needs of the students and the professional skills of the instructors will also 

greatly affect the learning outcomes of students. 

Bonstingle(1992),  points out that schools become specifically product oriented, focusing solely 

on examination results without acknowledging the broader aspects of deduction and that the 

whole process of instruction is geared towards producing correct responses to examination 

questions.  This may indeed, ensure examination success.  Bonstingle, (1992), therefore, suggests 

that effective training programs would show teachers how to set goals, how to teach effectively 

and how to assess quality of their work with students.  Students would then in turn, be shown 

how to set learning goals, how to be more effective in their schools work, and how to assess the 

quality of their own work. 

Joyce  and Weil  (1986) argued that teachers who focus of instruction is to help students to pass 

exams only  tend to produce students who are passive, inflexible, lacking in creativity and 

imagination, good at taking orders, but poor at working independently or generating in new 

ideas. 

Good teaching is the instruction that leads to effective learning, which in turn means thorough 

and lasting acquisition of the knowledge, skills, and values the instructor or the institution, has 

set out to impart.  (Campbell and Smith, 1997; Johnson et al., 1998; McKeachie, 1999). 

According to Sanders, and Rivers, (1996).   students who are assigned to several ineffective 

teachers in a row have significantly lower achievement and gains in achievement than those who 

are assigned to several highly effective teachers in sequence 
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Other studies have found that students achieve at higher levels and are less likely to drop out 

when they are taught by teachers with certification in their teaching field, master's degrees and 

by those enrolled in graduate studies (Council for School Performance, 1997; Knoblock, 1986; 

Sanders,  Skonie-Hardin, and Phelps, 1994). 

2.11 Effective Teaching Methods and Practices 

Teacher self-assessment focuses on the assessments teachers make about the adequacy and 

effectiveness of their own knowledge, performance, beliefs, or effects so that they can 

understand and improve their teaching (A’rrasian and Gullickson, 1994). 

There are many levels at which teachers can assess their own practice, ranging from broad 

assessments focused on the social and political consequences of their teaching on pupils to more 

narrow assessments such as how well they have followed guidelines for implementing 

cooperative learning groups or scoring rubrics (Valli,1992). 

An individual’s learning style is comprised a unique set of reactions to the environment, 

emotionality, sociological preferences, physiological traits, and cognitive-psychological 

inclinations (Dunn, 1988; Dunn and Dunn, 1978; Keefe et al., 1986; Bell, 1994; Dunn et al., 

1993; Guild, 1994; Melear and Richardson, 1994; More, 1990; Ryan, 1992). 

Jacobs (1987) observes that the differences in learning styles among students from the same 

subculture may reflect the demographic, geographic, and achievement variations within the 

group. 

The differences in students’ perceptual strengths (auditory, visual, and kinesthetic) require that 

teachers develop approaches to introduce new and difficult material that are appropriate for each 

student’s strongest modality (Dunn et al., 1993; Kagan and Madsen, 1971; Banks, 1988; 1993; 

Anderson, 1988). 
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Teaching methods are the vehicles we use to lead our   students towards particular outcome” 

(Bourne T. 1996a). 

Teaching methods may be viewed as a structure of the process whereby classroom input is 

transformed into output. In management terms, methodologies of instruction are made of the 

techniques essential to the learner’s directed progress (Curzon, 1994). 

According to Ganguly (2008) the teacher’s success is determined to a great extent by the ability 

to organize material and to select and utilize a teaching method appropriate to a particular lesson. 

The teaching methods which have been tested and found to be effective and if followed would 

get better results from students in terms of comprehension and reproduction of that topic on pen 

and paper include; discussion methods, demonstration- performance methods, teaching lecture 

methods, group learning and computer-based training. 

The most accepted criterion for measuring good teaching is the amount of students learning that 

occur. There are consistently high correlation between students’ rating of the amount learned in a 

course and their overall rating of the lecturer and the course. Those who learned more gave their 

lecturers higher ratings (Cohen, Theall and Franklin, 2001). The study also looked at effective 

teaching as having total student participation and following the class in by becoming part of 

them and also making subject taught more practical for easy comprehension. 

Regardless of the teaching methods used, an instructor must properly organize the relevant 

materials; follow a plan of action to serve as a guide in a logical manner toward the desired goal.  

Furthermore, a systematic plan of action which requires the use of an appropriate syllabus must 

contain a description of each lesson, including objectives and completion standards. 
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2.12 Enhancing Students Performance 

Gagne (1990) explains that when stimulus affects the learner in such a way that his performance 

changes from time to time before being in a situation, the learner has learned.  The change in 

performance is what leads to the conclusion that learning has taken place. 

Ehiametator (1990) reported that to enhance the learning of students, the presentation of the 

subject should be followed by assignment.  He stated that one thing common with students is that 

they seem to understand a problem when the teacher is in class teaching a particular skill but 

when they are left on their own; they find out that solving a similar problem is not easy as it was 

in class.  The assignment also provides assistance to the teacher in determining areas of students’ 

weaknesses. 

Ehiametator (1990) and Farrant (1982) reported with a different perspective and said that the 

learning environment is as important factor in achievement and learning.  They said if the 

environment is conducive, the students are likely to learn effectively. 

Moore (1998) maintained that, teachers should be enthusiastic in their teaching, because 

enthusiastic teachers produce higher academic achievers. 

Farrant (1982) again said that peer teaching is a measure to improve the teaching situation.  In 

peer teaching students supplement the work of the teacher by communicating to the other 

students those lessons they have been taught by the teacher.  He said this is a way o f 

encouraging bright students to exercise their gift of talent.  The statement explains the need to 

create a good environment for learning to take effective course. 

The importance of teaching and of how teachers teach in their classrooms is being recognized as 

of key importance in many ways. It is shown in the increased involvement of government in 

actually trying to determine how teachers teach, either through more prescriptive approaches 
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such as the U.K. Government’s Literacy, Numeracy and key stage three Strategies, or through 

more indirect influenced through intervention in Professional Training and Professional 

development (Mortimore et al., 1998). 

Mortimore et al. (1998) again showed that teachers who spent a lot of time with individual pupils 

were using most of the time in routine (i.e. non-work) matters and there were less use of higher 

order questioning , while teachers who used class discussions as a teaching  strategy tended to 

make rather more use of higher – order communications.  Furthermore, the class factors 

contributing to effective student’s outcome were structured sessions, intellectually challenging 

teaching, a work oriented environment, communication between teachers and pupils, and a 

limited focus within the sessions. 

According to OFSTED (1995)  primary matters that outline a number of general teacher/teaching 

factors appearing to be associated with positive outcomes in general include good subject 

knowledge, good questioning skills, an emphasis upon instructions, a balance of grouping 

strategies, clear objectives, good time management, effective planning, good classroom 

organization, and effective use of other adults in the classroom. 

Effective teaching in higher education places students in situations where they are encouraged to 

develop complex concepts and put them into practice. The inclusion of simulations in the 

classroom reflects this philosophy. Simulations create a learning experience that replaces 

traditional instruction where learning is instructor and content-centred. Experiential learning 

through simulation requires an individual to become personally involved in the educational 

experience (Zapalska et al, 2002). The essential activity in teaching is encouraging learners to 

learn on their own efforts.  Learners must adjust themselves to the learning environment and they 
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must change the learning environment to enable them adjust themselves.  Consequently, teachers 

must encourage learners to work independently.  Teachers must learn when to teach and when to 

stand aside, when to demonstrate and when to leave learners free to experiment, when to explain 

and when to leave learners to make discoveries.  Teachers must also learn to when to ask learners 

to listen and when to give them scope to express themselves freely.  Teachers must therefore act 

as consultants, catalysts, arbitrators, trouble-shooters, confidants, fellow learners and sign 

posters, managers, communicators and facilitators in the classroom (Mordedzi, 1999). 

All students, regardless of age, race, or religion, have an equal right to effective education, but 

they also have ethnic and cultural differences that influence learning and achievement (Witkin 

and Berry, 1975; Witkin and Goodenough, 1981; Witkin et al., 1977). The most important 

conclusion that can be drawn from these studies is that students from different subcultures can 

have different patterns of preferred learning strategies. Culture defines the values, customs, 

beliefs, communication patterns, and aesthetic standards that are passed from one generation to 

the next. The particular dimensions which serve as a cohesive cultural force help to define the 

behaviour of a society (Dunn et al., 1990; 1989). 

2.13 Frame of Reference 

 

This research is based on the fact that for service organizations to meet the service quality needs 

of their customers, they must understand their expectations of the service to their perception of 

the service actually received as suggested by Parasuraman et. al. (1985).  “Until a better but 

equally simple model emerges, SERVQUAL will predominate as a service quality measure”. 

Asubonteng et. al. (1996).  The researchers had thus adapted the SERVQUAL model to measure 

students’ performance in Ejisu Juaben Municipal Assembly in the Ashanti Region. 
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There is no doubt that service quality in teaching comes alone without effective teaching 

methods.  A teaching method is seldom used by itself.  In a typical lesson, an effective instructor 

normally uses more than one method.  For example a demonstration is usually accompanied by a 

thorough explanation which is essential in a lecture. 

Service quality, quality teaching and effective teaching methods are significant keys in 

enhancing students’ performance.  In all preparation for service quality in teaching, the instructor 

must: establish the objective and desired outcomes, research into the subjects, properly organise 

teaching materials, plan production classroom activities, providing clear, complete directions and 

instructions to students on what to do in what orders, with what materials and when appropriate, 

use suitable language and, use different types of delivery depending on requirements of any 

particular circumstance. 

The information presented in this chapter has been largely theoretical, emphasizing concepts and 

principles pertinent to service quality, quality in teaching and effective teaching methods, 

students’ behaviour in learning and effective communication in education and training 

programmes hence the different references connected to the research question.  These concepts if 

properly planned will enable instructors to be more confident, efficient in their services offered 

with regards to the performance of students. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 

In this chapter the researchers will outline the methodology that will be used and how the 

researchers will collect data.  It will also give an exposition about how the data collected will be 

analyzed. 

3.2. Research Design 

According to Malhotra and Birks (2007), a research design is the frame work or blue print for 

conducting marketing research project.  It details the procedures necessary for obtaining the 

information needed to structure or solve marketing research problems.  The research design 

employed for the study was both exploratory and causal designs.  The exploratory design was 

used to provide a basis for further research into the relationship between teaching quality and 

student performance.  The study also utilized a causal research design to establish causal 

relationship between service quality and student performance. 

3.3 Population/Sample Frame 

Population consists of all elements individuals, items or object whose characteristics are being 

studied. The target populations of this study were teaching staff and students of the selected 

schools in Ejisu Juaben Municipal.  They were made up of five thousand students and one 

hundred and eighty teachers. The sample frame for any probability sample is the complete list of 

all the cases in the population from which the sample would be drawn.  (Saunders et al 2007).  

Nine hundred students, administrators and teachers were selected and their opinion pooled to 
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form the basis of data upon which the study was built and subjected to further analysis and 

interpretation. 

3.4 Sample and Sampling Technique 

Traditional sampling method can be divided into probability and non-probability sampling.    

Selection of the sampling method to use in a study depends on the nature of the study, the 

objectives of the study and the time and other logistics available.  (Hair Jr. et al., 2007).  In this 

research, probability sampling was employed.  Students from each of the three selected schools 

were stratified according to classes (I.e. SH1, SH2, and SH3).  These classes were further 

stratified according to programmes (i.e., Science, General Arts, Business, Home Economics, and 

Visual Arts).  20 students were randomly selected from each programme. Thus, making 100 

students per programme per class.  In all 300 students were sampled from each of the three 

selected schools.  Further insight on the subject was obtained through the use of structured 

interviews of  teachers and administrators who were selected by purposive sampling from the 

selected institutions. 

3.5 Data Collection Instruments 

To gather sufficient data for the analysis, interviews and questionnaires were used to poll the 

views and perceptions of teachers and students with respect to their: 

o Opinion on the nature of service offered with regards to teaching and learning in selected Senior 

High Schools in Ejisu Juaben Municipal Assembly. 

o Perception on service quality in teaching in Ejisu Juaben Municipal Assembly from 2006 – 2009 

o Opinion on students’ performances in selected Senior High School in Ejisu Juaben Municipal 

Assembly. 
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o Ideas on how service quality in teaching impacts students’ performances. 

The above opinion were measured by requesting teachers and students to indicate on a five 

service quality model with statements that characterized the level to which service quality in 

teaching can enhance the performance of students. 

The SERVQUAL model measures service quality as five dimension: reliability; responsiveness, 

assurance, empathy and tangibles.  These dimensions are defined as follows: 

1. Reliability:  Ability to perform the promised service dependably and accurately; 

2. Responsiveness: Willingness to help students and provide prompt service; 

3. Assurance: Knowledge and courtesy of employees and their ability to inspire trust and 

confidence. 

4. Empathy: Caring individual attention the school provides its students. 

5. Tangibles:  Physical facilities, equipment, and appearance of personnel. 

These variables were measured by use of survey questionnaire which was administered to the 

students from the selected schools in the Ejisu Juaben Municipal, in Ghana as primary data.  

Furthermore, secondary data was also used for the study.  This was obtained through the review 

of journals, text books, and the internet.  Also students’ results from the West African Senior 

School Certificate Examination (WASSCE) were reviewed from 2006 - 2009. These variables 

were measured by use of survey questionnaire which was administered to the students from the 

selected schools in the Ejisu Juaben Municipal, in Ghana as primary data.   Further insight on the 

subject was obtained through the use of structured interviews of teachers and administrator who 

were selected by purposive sampling from the selected institutions.  Furthermore, secondary data 

was also used for the study.  This was obtained through the review of journals, text books, and 
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the internet.  Also students’ results from the West African Senior School Certificate Examination 

(WASSCE) were reviewed from 2006 - 2009. 

3.6   Data Analysis 

The research was based on both qualitative and quantitative analyses.  The findings of this 

research will be reported by means of descriptive statistics and quantitative analysis.  The data 

will be analyzed using the Statistical Package for Social Scientist (SPSS).  The descriptive 

presentation will include bar charts, pie charts, histograms etc., whiles quantitative analysis will 

include the following: 

 Regression Analysis 

A multiple regression statistical techniques was used to assess the relationship between the 

independent SERVQUAL variables, reliability (R), assurance(A), tangibility(T), empathy(E), 

and responsiveness (Re),  and the dependent variable student performance (Sp).  The multiple 

regression equation will be: Sp = f (R, A, T, E, and Re). Where: 

Sp= Student performance 

R = Responsiveness 

A = Assurance 

T = Tangibility 

E =Empathy 

Re = Reliability 
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 Crosstabs 

This technique will be used to compare number of responses and their percentages for each of 

the independent variable with the dependent variable. 

3.7 Validity and Reliability of Questionnaires 

Joppe (2000) defines reliability as the extent to which results are consistent over time and 

accurate representation of the total population under study.   While validity determines whether 

the result truly measures how truthful the research results are. 

Pre-testing and pilot testing were done in two weeks earlier by sending questionnaires to a small 

group of the selected schools to avoid the likelihood that a question is misunderstood or 

misinterpreted and also to see that the researchers procedures work properly so as to get hints to 

do the actual research. 

The questionnaires and the interview questions were found to be reliable and there were no 

difference in responses from students and teaching staff. 
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CHAPTER 4 

RESEARCH FINDINGS, ANALYSIS AND DISCUSSIONS 

4.1 Introduction 

This chapter deals with the systematic collection of data and its analysis and discussions arising 

from the responses from the questionnaires and interviews, assess the service quality dimensions 

of teaching, evaluate students performance from 2006 - 2009 and analyze the impact of service 

quality on students performance. 

4.2 Demographic Characteristics of Students 

4.2.1 Gender 

Table 2:  Gender Characteristics of Students 

Gender 

Characteristics 

Frequency Percentage 

Male 385 43 

Female 422 46 

No gender   79 9 

Missing   14 2 

Total 900 100 

 

Reading from table 2 it could be deduced that 422 (46%) which represents females form the 

greatest percentage of the respondents and 385 (43%) represents male.  This is also represented 

in fig. 1 on the next page. 
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Fig. 1:  Gender Characteristics of Students 

 

4.2.2 School attended 

Table 3:  Distribution of Schools Attended 

School Frequency Percent 

Ejisuman SHS 276 31 

Juaben SHS 258 29 

Bonwire SHS 269 30 

Missing 18   2 

No gender  79   9 

Total 900 100 

Of the 900 questionnaires administered to the selected schools 276 (31%) were received from 

Ejisuman, 258 (29%) were also received from Juaben whilst 269 (30%) were received from 

Bonwire.  Again 18 (2%) failed to indicate their schools and the rest did not submit their 

questionnaires. 

4.3 Nature of Services Offered with Regards to Teaching and Learning 

     Table 4:  Description of Services Offered by the Selected Schools. 

No SERVICES OFFERED WITH REGARDS TO 

TEACHING AND LEARNING 

1 Guidance and counselling 

2 Extra-curricular activities 

3 Providing dependable and accurate teaching and  prompt 

services 

43%

46%

9%
2%

Male

Female

No gender

Missing
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The nature of services offered with regards to teaching and learning as indicated in table 4, 

included the following: 

Guidance and counselling is the services which the school involves parents as stakeholders to 

assist in providing necessary needs of students and identifying peculiar problems of students in 

order to direct them to make meaningful decisions in their academic pursuit. 

Organizing extra-curricular activities for students as the second service involves any planned 

activity such as moral talks, what do you know or inter houses quiz, athletics, sports 

competitions and field trips. 

The third service is providing dependable and accurate teaching and providing prompt services.  

Schools are expected to provide reliable teaching and learning materials, good teaching notes and 

handouts to help students to have something on their own to learn after something has been 

taught. 
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4.4 Assessment of Service Quality Dimensions of Teaching and Learning 

   Table 5:  Means of Assessment of Service Quality Dimensions of Teaching and     

            Learning. 

 

Dimensions No. of Items Mean 

Reliability 

Q4 

Q5 

Q6 

Q7 

 

Assurance 

Q8 

Q9 

Q10 

 

Tangible 

Q11 

Q12 

Q13 

 

Empathy 

Q14 

Q15 

Q16 

Q17 

Q18 

 

Responsiveness 

Q19 

Q20 

Q21 

4 

 

 

 

 

 

3 

 

 

 

 

3 

 

 

 

 

5 

 

 

 

 

 

 

3 

2.03 

1.73 

2.01 

2.24 

2.17 

 

1.98 

1.71 

2.08 

2.15 

 

2.59 

2.50 

3.11 

2.17 

 

1.17 

2.19 

2.06 

2.28 

2.10 

2.26 

 

2.35 

2.31 

2.46 

2.30 

 

 

The mean table 5 depicts the assessment of students of the individual service quality dimensions. 

4.4.1 Assessment of reliability 

Reliability ranked third in assessment with 2.03 mean among the SERVQUAL dimensions 

(Table 6). “The volume of exercises the teachers give scored the highest assessment by (2.24, 
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Q.6).  On the other hand, “How punctual teachers are in class” scored the least assessment by the 

students (1.73, Q.4). The assessment of this variable by students’ in the third position points to 

school authorities that teachers under them should be supervised to be more punctual in class.   

4.4.2 Assessment of assurance 

Assurance was assessed fourth among the SERVQUAL dimensions by the students with 1.98 

mean. “The level of assurance from teachers with regards to the subject taught,  scored the 

highest assessment (2.15, Q.10).  However, “The level of teachers’ adequate knowledge to be 

able to answer students’ questions” scored the lowest assessment by the students (1.71, Q.8). In 

explaining this, administrators of the schools should attach importance to teachers’ level of 

assurance regarding teaching and learning.  Integrity is critical in the job of a teacher, because 

this will inspire trust and confidence from the students. 

4.4.3 Assessment of Tangibles 

Assessment of Tangibles by students was rated first. It can be seen from Table 6 with 2.59 mean. 

“The physical facilities such as seating, dormitories, and classrooms are appropriate to enhance 

students performance” scored the highest (3.11, Q.12) while “Notes and handouts from teachers 

are appropriate as background materials to” scored the lowest (2.17, Q.13). Students’ assessment 

of the physical facilities is not satisfying as such management should provide enough 

classrooms, dormitories; equip the library to enhance teaching and learning.  Handouts from 

teachers are good, but not all the students have the financial capacity to buy.   On the other hand, 

teaching notes, in simple and understandable language should be given to students so that they 

can have material to read on their own. 
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4.4.4 Assessment of empathy 

Empathy ranked fifth with 1.17 mean.  Similar to the other dimensions “Teachers levels of 

confidentiality when information is disclosed to them” scored the highest assessment among the 

Empathy characteristics by the students (2.28, Q.16). “Courtesy from teachers” scored the lowest 

(2.06, Q.15).   

4.4.5 Assessment of responsiveness 

Responsiveness is ranked second with 2.35 mean (table 6). “The satisfaction level regarding the 

timeliness that teachers mark your exercise” scored the highest (2.46, Q20), and lowest for “The 

level of willingness that your teachers show in addressing your academic performance” (2.30, 

Q21) 

4.5  Evaluation of Students Performance from 2006 – 2009 

The following represents the grading system for the WASSCE examination results for the Core 

mathematics, Social Studies, English Language and Integrated Science: 

A1- Excellent,B2-Very Good, B3-Good, C4-Credit, C5-Credit, C6-Credit, D7-Pass, E8-Pass and 

F9-Fail. 

4.5.1 Core mathematics 

Table 6: Distribution of Students Grades in Core Mathematics  

 A1 B2 B3 C4 C5 C6 D7 E8 F9 

2006 0.1 0.1 1.7 2.2 2.5 11.1 22.4 26.1 33.9 

2007 0.6 0.2 2.4 1.1 3.4 9.6 8.9 15.8 58 

2008 1.1 1.2 9.1 4.4 6.1 17.5 21.8 21.1 17.8 

2009 0.3 0.5 2.6 1 2.4 10.1 14.6 19.5 49.0 
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Table 6. shows students’ grades in Core Math over four years (2006-2009). 

Very little percentage of the students had A1-B2 (i.e., Excellent –Very good) grades.  There was 

then generally a steady increase of percentage of students from B3 to F9 grades.  Majority of the 

students failed across the years.  This may be a result of latent fear for the subject as being 

difficult and hence making students develop a negative attitude to the subject.  It can be deduced 

however, that in 2008 students did slightly better than all the other years.   

 4.5.2 Social studies 

Table 7: Distribution of Students Grades in Social Studies  

 A1 B2 B3 C4 C5 C6 D7 E8 F9 

2006 0 0.2 5.4 8.9 17.0 35.6 21.3 9.2 2.5 

2007 0 0.5 14.6 8.1 13.4 34.1 12.3 10.0 6.9 

2008 0 0.5 6.0 9.4 11.4 31.8 25.3 8.9 6.6 

2009 0.2 1.7 21.0 11.2 15.2 32.0 8.9 8.0 1.7 
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Fig 2. Trend of Students Grades in Social Studies over Four Years (2006 - 2009).  

 

 

Table 7 and fig.2 shows the trend of students’ grades in Social Studies over four years (2006 - 

2009).   There was generally a steady increase of percentage of students from A1 to C4 grades 

(i.e., excellent to credit).  For each year under review, majority of the students had C6 (Credit) 

whiles a few of the students had F9 (fail).  A further review of each grade across the years 

showed that each successive year produced an increase in grade percentage of students except 

the excellent-to- credit grades (i.e., A1 and C5).   

 The performance in year 2009 was outstanding as compared to 2006, 2007 and 2008, a review 

showed that majority of students had better grades (i.e., A1 - C6). And few students had D7- F9 

as compared to the other years. This could be attributed to the fact that teachers used more 

effective teaching methods and practices to arouse the interest of the students in the social 

studies lessons and purposive field trips. According to Poushali Ganguly (2008) the teacher’s 

success is determined to a great extent by the ability to organize material and to select and utilize 

a teaching method appropriate to a particular lesson.  
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4.5.3 English language 

Table 8: Distribution of Students Grades in English Language  

 A1 B2 B3 C4 C5 C6 D7 E8 F9 

2006  .0 0.1 0.2 0.8 12.6 27.3 42.0 16.8 

2007  .0 .0 0.6 4.9 13.3 24.8 31.6 24.7 

2008  0.3 7.9 7.4 12.7 40.6 21.8 7.5 1.8 

2009  .0 0.5 1.6 7.2 19.8 21.5 25.8 23.5 

 

Information from table 8 generally indicates that for English Language, except in 2008, no 

student had an excellent to very good grade (A1 to B2).  Thereafter, there was a steady increase 

of student population having B3 to D7.  Except 2008 where majority of the student had C6 

(credit), the greatest number of the students had E8 which is pass.  This indicates that majority of 

the students are just not performing well enough in the English language subject.   According to 

the teachers, students low performance in English was due to the fact that majority of the 

students feel shy to speak the English language for fear that they will be ridiculed by their 

colleagues when they make mistakes and where they are unable to express themselves well. 

Another explanation to this trend is that majority of the students have not cultivated the habit of 

reading to have more vocabulary with which they can use to construct good sentences as alluded 

to by the teachers and administrators of the schools. Also most of them are not able to understand 

what they read in order to answer examination questions.       

A further review showed that year 2008 students performance in English language was higher 

than the other years. About 69% of the students had B2-C6 and 31% had D7- F9. 
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These increments could be attributed to the fact that students were given more exercise to do and 

teachers marked them on time and feedback was given to them. Workshop was also organized by 

teachers to improve their methods of teaching. 

Ehiametator (1990) reported that to enhance the learning of students, the presentation of the 

subject should be followed by assignment.  He stated that one thing common with students is that 

they seem to understand a problem when the teacher is in class teaching a particular skill but 

when they are left on their own; they find out that solving a similar problem is not easy as it was 

in class.  The assignment also provides assistance to the teacher in determining areas of students’ 

weaknesses. 

Bonstingle (1992) therefore, suggests that effective training programs would show teachers how 

to set goals, how to teach effectively and how to assess quality of their work with students.  

Students would then in turn, be shown how to set learning goals, how to be more effective in 

their schools work, and how to assess the quality of their own work. 

4.5.4 Integrated science  

Table 9:  Distribution of Students Grades in Integrated Science  

 A1 B2 B3 C4 C5 C6 D7 E8 F9 

2006 0.1 0 1.8 1.9 3.3 13.8 29.4 30.9 18.7 

2007 0.1 0.2 1.5 1.6 1.7 4.6 16.9 27.1 46.3 

2008 0 0.5 2.1 1.7 3.6 18.6 27.7 31.9 13.8 

2009 4 0.4 2.8 2.4 3.3 15.6 29.2 20.2 25.6 
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Table 9 generally shows very few students getting A1 to B2 grades over the years under review 

except 2009 where an unprecedented 4% of the students had A1.  This is followed by a steady 

increase of student percentage from B3 across the lower grades.  Thus, indicating that 

performance is not improving for all the years.   Majority of the students, over the years, were 

barely passing, making between D7 and E8 grades.  However, in 2007 the bulk of the students 

(46%) failed.  This could be attributed to the majority of students admitted with weak grades.  

Relative to the other years under review, the year 2009 however, showed an improvement in 

performance of students in Integrated Science.  This was evidenced by the increase in student 

percentage across the excellent to the credit grades (i.e., A1- C6) in that same year relative to the 

previous three years (2006 - 2008).  These was attributed to the fact that the schools acquired 

modern science equipment for themselves that year and were no longer travelling to a separate 

science resource centre away from their schools for their laboratory experiments. 

Ehiametator (1990) and Farrant (1982) reported with a different perspective and said that the 

learning environment is an important factor in achievement and learning.  They said if the 

environment is conducive, the students are likely to learn effectively. 
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4.6  Analysis of Impact of Service Quality on Students Performance 

Table 10:  Regression of Service Quality on Students Performance 

  

 

 

 

 

 

 

 

a. Dependent Variable: STUDENT’S PERFORMANCE                                 

The deductions that can be made from Table 10 are that; the following service quality 

dimensions have significant relationships with students’ performance at 95% confidence level 

because their significant values are less than 0.05.  The dimensions are “Reliability”, 

“Tangibility”, “Empathy, and “Responsiveness”.    

Furthermore, the Beta values for the above dimensions have direct relationships with students’ 

performance.  The highest Beta value (.154) is for “Reliability” thus, making “Reliability” the 

service quality dimension with the greatest impact on students’ performance.  This is supported 

by what the teachers said during the interview with them that among other things, some teachers 

are not punctual in class because most of them stay far away from the school premises. The 

important dimension which has impact on students’ performance is “Responsiveness” with a 

Beta value of 0.153. Again, this is supported by teachers and school administrators' assertion that 

teachers find it difficult to grade students’ class exercises on a timely basis because of large class 

sizes.  The “Empathy” dimension with a Beta value 0.133 follows thereafter.  For this dimension, 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

 (Constant) 1.021 .116  8.831 .000 

RELIABILITY .184 .043 .154 4.288 .000 

ASSURANCE .083 .044 .069 1.891 .059 

TANGIBILITY .096 .031 .112 3.072 .002 

EMPATHY .138 .039 .133 3.569 .000 

RESPONSIVENESS .138 .033 .153 4.154 .000 
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as shown in table 5 above, students’ confidentiality is the dominant factor that impact student 

performance.  “Tangibility” dimension has the least impact on student’s performance among the 

four significant variables.  It has a Beta value of .112.  This is also supported by some of the 

teachers interviewed who believe that as a result of overcrowding in the classrooms with few 

desks, few computers or science equipment in the laboratories, students’ academic performance 

is adversely affected.    

 “Assurance” (with Beta value of 0.69) has no significant relationship with students’ academic 

performance.   

4.7 Research Limitation 

The major problems that prevented the researchers from making a complete study were mishaps 

in e-mail communication, time and budget constraints.  Others are the bureaucratic procedures 

researchers have to go through to get assistance from some headmasters, teachers and students 

and students’ attitudes towards the questionnaires. 
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CHAPTHER 5 

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATIONS 

5.1 Introduction 

This chapter summarizes the key findings of service quality dimensions that impact the 

performance of students of selected schools in Ejisu Juaben Municipal Assembly in Ashanti 

Region in Ghana and provide suggestions based on the outcomes of the research 

5.2 Summary of Findings 

In this research we have to conclude that: 

 The response rate of the respondent was encouraging; 

 The SERVQUAL model provides a means for measuring and managing service quality. 

 Under the reliability dimension, “the volume of exercises that teachers’ give” scored the 

highest assessment among students, whereas “teachers’ punctuality in class scored the lowest; 

 Under the assurance variable, “The level of assurance from teachers with regards the 

subject taught scored the highest assessment whiles  the level of teachers’ adequate knowledge to 

be able to answer questions in class” scored the lowest assessment by the students;  

 Under the tangibility dimension, “The physical facilities such as seating, dormitories, and 

classrooms are appropriate to enhance students performance” scored the highest while “the 

appropriateness of notes and handouts as background materials from teachers” scored the least. 

 In the empathy variable, “Teachers levels of confidentiality when information is 

disclosed to them” scored the highest while “the courteous and caring manner with which 

teachers deal with students” had the least score; 
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 Regarding the responsiveness dimension, “the timeliness that teachers mark students’ 

exercises” scored the highest while “the level of willingness that teachers show in addressing 

students’ academic performance had the lowest score;   

 Generally most students performance was low, because most of them read and they do 

not understanding what they read in order to answer examination questions correctly. 

 Among all the four core subjects and across the four years generally, very few students 

had excellent to very good grades (A1 –B2).  Also, there was a trend of increasing percentage of 

students making lower grades and failing for each year, with the majority getting passes and fail 

(D7, E8 and F9). 

 Students academic performance did not improve generally over the years under review 

(2006-2009), except for Social Studies and Integrated Science  which showed some 

improvement in 2009 and also Core Math in 2008.    

 The service quality dimensions (reliability, tangibility, empathy and responsiveness) have 

direct significant relationships with student’s academic performance. 

 Reliability was the service quality dimension that had the greatest impact on 

performance.  This was followed by responsiveness, empathy and tangibility. 

5.3 Conclusion 

Taking into account the findings, the researchers conclude that assessing the quality of services 

delivered in teaching at Senior Secondary Schools cannot be over- emphasized.  Academic 

performance of students for all the years under review did not show significant improvement for 

the four core subjects.  What needs to be done is to invest in improving reliability, 

responsiveness, empathy and tangibility in teaching in order to ensure a significant improvement 

in students’ academic performance.     
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5.4  Recommendations 

The study recommends that: 

 The school administration/management should encourage teachers to be punctual to class.  In 

addition, accommodation and reliable transportation should be made available for teachers in 

order to motivate them to be punctual to class. 

 Teachers should be encouraged to prepare adequately on the subject they teach.  Periodic in-

service training should be given to teachers on how to answer questions in class. 

  Heads of departments in Senior High Schools should ensure that teachers prepare adequate and 

appropriate notes and handouts for students.  

 Training in guidance and counselling should be offered to teachers in order to equip them to be 

caring and courteous to students. 

 Teachers must be encouraged and trained to show increased willingness to address students’ 

academic needs.   

 Students are to be motivated through encouragement and counselling to achieve greater heights. 

 The core math subject should be “de-mystified” and made more student-friendly in the Senior 

High Schools; 

   Students should be encouraged to speak the English language and to expand their vocabulary 

through reading.  

 Stakeholders of Senior High Schools should help in improving the physical infrastructure and 

provide science equipment. 

 The Senior High School authorities should direct their attention on investing on the resources to 

improve the following service quality variables in order of importance so as to improve students’ 

academic performance.  The variables are reliability, responsiveness, empathy and tangibility.  
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5.5 Suggestions for Further Studies  

Findings of the research indicate that  students performance was generally low, because most of 

them are not able to understand what they read in order to answer examination questions 

correctly,  reflections on these findings suggests  that there is the  need for further studies  on 

why students are not able to understand what they read. Furthermore, investigation needs to be 

done on how teachers are trained.  
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APPENDIX I 

 

Questionnaire for Students 

 

Dear Sir/Madam, 

We are M.Sc. students in Marketing and E-Commerce from Lulea University of Technology, 

Sweden, and University of Education, Winneba (Kumasi campus).  As part of the requirement of 

the programme, we are undertaking a research on the quality of teaching and its impact on 

student performance.  We will be grateful if you would spend a few moments of your time to 

respond to our questionnaire to enable us complete our programme.  Please be assured that this 

will be used for academic purposes only and the necessary confidentiality will be adhered to. 

 

GENERAL INFORMATION 

Please answer the questions that follow by ticking only one answer in each question. 

1. What is your gender?     Male [  ]     Female   [  ] 

2. What school do you attend? Ejisu SHS [  ]; Juaben SHS [  ]; Bonwire SHS [  ] 

3. What class are you? ………………………………………. 

 

SERVICE QUALITY INFORMATION 

 

Please answer the following questions by circling ONLY ONE answer that best fits your 

response.  Using the responses A – E, where A= Dissatisfied, B = somewhat dissatisfied, C = 

Neutral, D = somewhat satisfied, and E = satisfied. 

 

Reliability 

 

4. The level of how punctual teachers are in class.    A     B     C     D     E 

 

5. The teacher’s usage of methods in teaching.               A    B      C   D     E 

 

6.         The number/volume of exercises the teacher gives you    A    B     C        D     E 

 

7. The level of reliable services from your teachers.  A    B      C      D       E 

 

Assurance 

 

8. The level of teachers’ adequate knowledge to be able to answer your.  

 questions in class  A B C D E 
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9. The level of teachers’ interest in what they teach. 

                                                                      A B C D        E 

 

10. The level of assurance received from the teachers with regards to the services 

 they offer you?   A  B        C D E 

 

Tangibles 

 

11. Teachers including teaching aids in their teaching.     

                                                            A B C D E 

 

12. The physical facilities such as seating, tables and chairs in the School are                  

 appropriate to enhance students’ performance .      

              A     B     C    D     E 

 

13. The notes and handouts from teachers are appropriate as background  

 materials for students.                                    

      A B C D     E 

 

Empathy 

 

14. The level of individual attention given to you by the teachers.                                            

      A B C D     E 

 

15. The level of courtesy from the teachers.                                                           

      A B C D        E 

 

16. The level of teachers’ confidentiality when information is disclosed to them.  

        A B C D        E 

 

17. What is your satisfaction level when it comes to teachers of your School  

                       showing sincere interest in solving your academic problems?    

        A B C D      E 

 

18. What is the level of overall empathy shown to you in receiving services from 

 your teachers?    A B C D E 

 

Responsiveness 
 

19. The frequency at which teachers’ give exercises 

     A B C D     E 

 

20. What is your satisfaction level regarding the timeliness that teachers mark  your 

exercises?              A B C D     E 
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21. The level of willingness that your teachers show in addressing your academic 

 problems.     A B C D     E 

 

Student Performance 

 

22. What is your satisfaction level regarding the overall academic performance         

 in school?    A B C D      E 
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APPENDIX II 

 

INTERVIEW GUIDE FOR TEACHERS 

1. What is your gender? 

2. What school do you teach? 

3. What classes do you teach? 

4. What is your highest level of education? 

5. How long have you been teaching? 

6. What are your views on punctuality of teachers towards teaching? 

7. With regards to the time that teachers spend in class, what would you say?     

8. Are teachers giving enough academic exercises to students? Explain 

9. What are your views on the provision of notes and handouts to students? 

10. How do you consider the importance of physical facilities such as tables and 

            chairs, computers, classrooms in enhancing teacher  

11. How do you assess the relationships that exist between teachers and 

           students? 

12. How would you want the teachers’ preparation to be like before teaching? 

13. How do you see the trend of academic student performance  in your school 

            from 2006 -2009 

14. What do you consider as the key factors that affect students’ academic 

            performance in your school? 

15. To your understanding, what does quality teaching include? 

16. How can the quality of teaching at Senior High School be improved to  

           enhance students’ performance? 

17. Other than teaching, what other services would you consider to be necessary 

          to improve students’ academic performance? 
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18. What contribution do teachers have in the academic performance of  

           students? 

 


