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Abstract: Educational quality policies are a basic principle that every Peruvian university
educational institution pursues in accordance with Law No. 30220, with the objective of
training highly competent professionals who contribute to the development of the country. This
study to analyzes educational quality policies with the student’s satisfaction of public and
private universities in Peru, according to social variables. The study was descriptive-
comparative, quantitative, non-experimental, and cross-sectional. One thousand (1000)
students from two Peruvian universities, one public (n = 500) and one private (n = 500), were
purposively selected by quota using the SERVQUAL.ing instrument. The findings indicate a
moderate level of satisfaction reported by 49.2% of participants, with a notable tendency
towards high satisfaction observed in 40.9% of respondents. These results suggest that most
students perceive that the actual state of service quality policies are in a developmental stage.
The results, therefore, indicate that regulatory measures, including university laws, licensing,
and accreditation, significantly influence outcomes. These measures are essential for the
effective functioning of universities. In addition, the analysis revealed that female and male
students at private universities showed higher levels of satisfaction with the educational
services offered. It is concluded that educational quality policies in Peru are still being executed,
because the implementation of the University Law is in process, according to the satisfaction
of the student, this must be improved in central aspects such as optimizing human resources,
infrastructure, equipment, curricular plans that differ from the public to the private university,
In addition, this should lead to improving and redefining current policies on educational quality
and the economic policies that finance the educational service.

Keywords: educational quality policies; quality of service; student satisfaction; higher
education; public and private universities

1. Introduction

University quality educational policies in Peru are aimed at ensuring the
comprehensive training of students in vocational training by integrating aspects of
university social responsibility and professional ethics, with the intention of reducing
economic and social inequality in the country (Palomino-Hurtado et al., 2023);
However, there are some difficulties that arise in reality due to the growing demand
and supply of quality services of institutions, indicators of low educational quality go
against the principle of educational policies, as well as, the budgets assigned to the
education sector are insufficient to implement classrooms with adequate technology
and continuous improvement of infrastructure and furniture. in addition, spaces for
recreation, rest and extracurricular activities; This also implies that teachers are not
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pedagogically trained and many lack professional experience to develop curricular
content effectively, in addition, the administrative staff lacks quality competence in
student care involving a bureaucratic system that generates student dissatisfaction.
Another fundamental indicator in quality education policies is that many universities
in the private sector have not passed the licensing evaluation and this leads to the
closure of those universities that go against every principle of educational policies
(Vilca Arana et al., 2024).

In the Peruvian context, educational quality is a fundamental principle that every
educational institution pursues by Law No. 30220 (SUNEDU, 2014). The objective is
to provide quality during the teaching-learning process to university students
(consumers of services) through curricular, pedagogical, and logistical processes,
prioritizing adequate and well-distributed spaces in the infrastructure, modernity in
classrooms with technological equipment and internet accessibility (Silva, 2023), as
well as appropriate and ergonomic furniture. Planned curricula with development
strategies that respond to the needs of companies and society, prioritizing research
(Urriago et al., 2023). Highly qualified and trained teaching staff to provide and
transfer knowledge with greater emphasis on application. In addition, to have efficient
administrative staff that provides a quality service (solving the different demands of
students). However, most students’ perception when trying to evaluate these indicators
is that their educational institutions are still in the process of providing high
educational quality (Bernate et al., 2023).

Likewise, the Quality of educational service in higher education is a goal within
the Sustainable Development Goals (SDGSs) in point 4, in this sense, Mackenzie (2024)
explains that neoliberal policies expanded access to higher education for low-income
students, however, this has resulted in the indebtedness of several low-income students
who require loans to continue their studies. a situation that limits not only access but
also adequate quality education.

The Service Qualiting model was developed to measure the educational service
guality, based on the original Service Quality model, which is a system of satisfaction
surveys established in American schools (Parasuraman et al., 1985) that explain that
the quality of the service is the discrepancy between what the client perceives and the
expectations he has of the same service evaluating, first, what the customer expects
before receiving the service and second, the assessment of the service received,
establishing a positive or negative judgment that influences the satisfaction of that
service (Garc R et al., 2022).

Regarding the dimensions of the SERVQUAL model to evaluate the quality of
the service, five components are distinguished: First dimension, tangible elements,
characterized by the physical conditions, equipment, and appearance of the institution
people that provide the service. The second dimension, reliability, is synonymous with
trust and relates to the ability to perform the services provided reliably. Third,
responsiveness is the availability of human resources that promptly respond to user
needs. The fourth dimension is safety, which involves the capability and ability of
employees to perform their jobs. The fifth dimension, empathy, is specified by the
ability to understand the users’ needs by attending to them in a personalized way. In
this sense, each dimension allows the user to assess the satisfaction of the service
received.



Journal of Infrastructure, Policy and Development 2024, 8(12), 9558.

In this context, higher education functions as a service industry, with students as
its clients (consumers of the service). Consequently, educational management should
prioritize providing satisfactory service to university students. In addition, a favorable
value judgment (satisfaction) is obtained when the quality of the service is high
(including adequate curricular, pedagogical, logistical, administrative, and human
processes). In turn, it becomes unfavorable when the expected quality is not achieved,
resulting in a perception of low service quality (dissatisfaction), particularly when
significant sums of money are invested in the service (Caisa et al., 2022).

From the review of previous studies, we found some relevant studies that inquired
about educational quality and student satisfaction with the service received in recent
years: Alvarez (2021) investigated the level of student satisfaction with the education
service under the higher education performance (HEDPERF) model, finding a high
satisfaction level of Peruvian students. Dioses et al. (2021) explained that university
students demonstrate satisfaction with the quality of service in vocational training
when there are quality conditions such as didactics of teacher-student interrelation,
incorporate scientific and technological advances in the development of subjects, and
the physical conditions are attractive. Vergit(2021) compared student satisfaction
with service quality, finding a low level of teacher achievement in student welfare
management, infrastructure management, and soft skills development, suggesting
implementing educational strategies and policies that better manage educational
quality. Likewise, Cruzado et al. (2022) analyzed the quality of educational service in
public universities, highlighting that the quality of education service is fundamental to
avoid inequalities, finding that Peruvian public universities under the licensing and
accreditation system are in the process of implementing quality policies and that the
student still does not fully perceive these changes that are taking place.

The study is relevant because there is a need to fill a theoretical gap to accumulate
scientific evidence that allows understanding the real behavior of the study variable in
educational institutions in order to improve the educational service, strengthening
quality policies, and to promote an adequate education service that is attractive for the
academic development of university students.

Following the above, a theoretical gap requires the compilation of scientific
evidence to facilitate a comprehensive understanding of the actual dynamics of the
variable under study within educational institutions. This pursuit aims to enhance the
educational service, fortify quality policies, and foster an appealing educational
experience conducive to the academic advancement of university students. Thus, the
objective was to analyzes educational quality policies with the student’s satisfaction
of public and private universities in Peru, according to social variables.

2. Methodology

The study was descriptive-comparative, quantitative, non-experimental, and
cross sectional (Carrasco, 2019). The data collection period was between April and
May 2023.

A total of 1000 students from two Peruvian universities, one public (n = 500) and
one private (n = 500), were purposively selected by quotas (estimating equal
proportions for comparison). Students enrolled in the 2023 academic year from both
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universities, who consistently attended courses and expressed a desire to partake in the
study, were eligible for inclusion. Conversely, students who did not maintain regular
attendance or expressed no interest in participating in the research were excluded from
the study sample.

The G-Power program was used to calculate the sample size, taking into account
the following aspects: the mean t-test (differences between two groups) with a medium
effect size (0.20), probability (0.95), and margin of error (0.05) and the Analysis of
variance (ANOVA) test with fixed effects, omnibus, unidirectionality (differences in
more than two groups) with medium effect size (0.20), probability (0.95) and margin
of error (0.05) for three (3) groups, a minimum sample of 1000 participants was
estimated.

The SERVQUALIng instrument (Mej R et al., 2006) was adapted, modified, and
validated by Arciniegas and Mejgs (2017). The instrument consists of 22 items
distributed in 5 dimensions, which attempt to calculate what is expected from the
educational service (physical aspects of the institution and administrative work). The
responses are on a Likert type scale from one (1) to five (5), where one is “totally
disagree” and five is “totally agree.” The total scale score ranges from 22 (low
satisfaction with educational quality) to 110 (high satisfaction with educational
guality), regardless of whether each item is rated between 1 and 5 (arithmetic mean)
to establish the degree of perception. Likewise, social characteristics such as age, sex,
occupation, and school were added to the instrument. Informed consent data were also
recorded.

For the version adapted to the local sample, the reliability of the SERVQUAL.ing
scale was obtained using the internal consistency test and the McDonald Omega
coefficient. That ensures that the instrument possesses acceptable reliability when the
omega values (w) > 0.700 (Ventura-Le& and Caycho-Rodr Guez, 2017). For this case,
a (w) = 0.978 was obtained, which compares to the measurement of the scale as highly
reliable.

Informed approval was obtained from the educational institutions to apply the
instrument, along with the student’s consent, explaining the study’s objective, the
scale instructions, and the confidentiality of the data provided. Subsequently, upon
applying the instrument to each participant, it was observed that, on average, the
instrument duration was approximately 15 min.

The study was carried out under the ethical considerations for health research
with human beings under the guidelines of the Ministry of Health through Ministerial
Resolution No. 233-2020-MINSA, published on 27 April 2020. Its purpose is to
promote that health research with human beings is carried out under national and
international ethical standards.

For the statistical analysis, JAMOVI software (2022) was used in its version
2.3.13. Previous digitization of the data in a file of the .xIsx extension (Excel). Then,
the distribution, asymmetry, kurtosis, and data normality were analyzed with the
Kolmogorov-Smirnov test, determining that the data did not conform to a normal
distribution (p < 0.05). In addition, homogeneity of variance tests was performed (they
are not the same). Therefore, we considered using non-parametric tests. A descriptive
and comparative analysis of satisfaction with the educational service quality was
carried out according to age, sex, occupation, and study center.
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To compare two independent samples, the Mann-Whitney U was used with its
respective effect size (ES), and calculation of the biserial correlation (rbis) was
performed, obtaining that the interpretive standards are no effect (rbis <= 0.0), small
(rbis > 0.10), medium (rbis > 0.30) and large (rbis > 0.50). The comparison of k-
independent samples was performed with Kruskal Wallis H and Pos Hoc tests. The
effect size used was epsilon squared (¢2) (Domhguez-Lara, 2018), with their
interpretive norms being small for 2 > 0.01, medium for an &2 > 0.06, and large for a
¢2>0.14 (Cohen, 1992).

3. Results

A descriptive analysis of the social variables of the university students was
carried out, finding the following information: according to student sex, 39.4% were
men, and 60.6% were women. The mean age of the students was 20.73 years, with a
standard deviation of 3.33 years. 61.8% of students only dedicate themselves to
study, and 38.2% of those share their studies with a job, according to the year of
study, 21.7 were first-year, 35.9% second-year, 18.9% were third-year, 9.0 fourth-
year, and 14.5% fifth-year.

Table 1. Level of satisfaction with educational quality service among university
students.

Level High satisfaction Moderate satisfaction Low satisfaction
Scale f % f % f %
Service quality 409 40.9 492 49.2 99 9.9
Tangible Elements 362 36.2 542 54.2 96 9.6
Reliability 385 385 517 51.7 98 9.8
Responsiveness 427 42.7 457 457 116 116
Safety 412 41.2 478 47.8 110 11.0
Empathy 407 40.7 482 48.2 111 111

Satisfaction levels were obtained regarding the educational service quality
perceived by university students in Table 1, finding a moderate level of satisfaction
with a tendency towards high satisfaction and a lesser extent low satisfaction,
considering that most students perceive that the quality of the service is still in the
process of implementation and that the results obtained on the service are given by the
implementation of University Law No. 30220, licensing and accreditation, which are
requirements for universities to operate in Table 2.

Table 3. Satisfaction levels regarding the educational service quality were
compared according to the center of study in university students, finding statistically
significant differences in the quality of the service and the dimensions of reliability,
responsiveness, security, and empathy (p < 0.05). Therefore, students from private
universities feel more satisfied with the educational quality service offered than
students from public universities (small effect sizes). However, for the dimension of
tangible elements, no significant differences were found (p > 0.05), presenting similar
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levels of satisfaction with the physical conditions, equipment, and appearance of the
people of the institution offering the service in Table 3.

Table 2. Comparison of the satisfaction level concerning educational service quality
according to the study center.

Private University Private University Statistical test

Dimensions (n=500) (n=500)

Average Range Average Range U p rbis
Service quality 451.54 549.46 100,518.5 0.000 0.19
Tangible Elements 500.58 500.42 124,961.0 0.993 3.12
Reliability 444.40 556.60 96,949.0 0.000 0.22
Responsiveness 441.19 559.82 95,342.5 0.000 0.24
Safety 442.40 558.60 95,950.5 0.000 0.23
Empathy 449.25 551.75 99,374.0 0.000 021

Note: n = sample size; U = Mann Whitney’s U; p = significance (0.05); rbis = biseral correlation (effect
size).

Table 3. Comparison of satisfaction level concerning the educational service quality
according to sex.

Man Woman Statistical Test
Dimensions (n=394) (n=606)

Average Range  Average Range U P rbis
Service quality 473.02 518.36 108,556.0 0.015 0.09
Tangible Elements  475.01 517.08 109,337.0 0.024 0.08
Reliability 468.63 521.22 106,825.0 0.005 0.11
Responsiveness 473.96 517.75 108,926.5 0.018 0.09
Safety 477.21 515.64 110,204.5 0.038 0.08
Empathy 483.81 511.35 112,805.5 0.139 0.06

Note: n = sample size; U = Mann Whitney’s U; p = significance (0.05); rbis = biseral correlation (effect
size).

When comparing the levels of satisfaction with the quality of the educational
service according to the sex of the university student, statistically significant
differences were found in the quality of the service and the dimensions of tangible
elements, reliability, responsiveness, and security (p < 0.05); therefore, it is female
students who feel more satisfied with the quality of the service received compared to
male students (small effect sizes); however, for the empathy dimension, no significant
differences were found (p > 0.05), with similar levels of satisfaction with both men
and women regarding the ability to understand the needs of users by attending to them
in a personalized way in Table 4.

The results showed no statistically significant difference between the quality of
service and the study variables (p < 0.05), as hew or graduating students have a similar
appreciation of the satisfaction evaluated. This finding suggests a remarkable
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consistency in students’ expectations and perceptions regarding the service experience,
underscoring the importance of maintaining high standards at all educational levels.

Table 4. Comparison of the satisfaction level concerning educational service quality according to the year of study.

First Year Second Year Third Year Fourth Year FifthYear Statistical test
Dimensions (n=217) (n=2359) (n=189) (n=90) (n =145)

Average Range Average Range  Average Range  Average Range  Average Range H p &
Quality of service ~ 524.27 474.46 523.32 492.77 504.46 5.663 0.226 0.005
Tangible elements  533.95 472.75 511.93 513.19 496.36 6.806 0.147 0.006
Reliability 523.70 480.27 522.74 471.49 504.89 5.267 0.261 0.005
Responsiveness 525,51 475.63 518.31 487.74 509.35 5.397 0.249 0.005
Safety 515.09 475.29 524.46 497.05 512.00 4903 0.297 0.004
Empathy 522.52 47255 521.86 498.00 510.45 5.898 0.207 0.005

Note. n = sample; H = Kruskal Wallis statistician: p = significance (0.05); 2 = Epsilon squared (effect
size).

4. Discussion

The objective was to analyzes educational quality policies with the student’s
satisfaction of public and private universities in Peru, according to social variables.
Finding a moderate level of satisfaction with a tendency to high satisfaction, most
students perceive that the quality of the service is still in the process of implementation
and that the results obtained on the service are the result of the implementation of Law
No. 30220, licensing and accreditation which are requirements for universities to
operate.

In this sense, the assurance of quality policies focuses on guaranteeing training
based on research, relationship with community development and innovation of
institutions, therefore, this certifies academic quality in teaching, generation of
knowledge, technology transfer, competent teaching, efficient administrative human
resources, actions of effective university responsibility and above all training of
professionals with high values that define professional ethics, aspects that still need to
be strengthened, mainly in public universities, as specified (Vilca Arana et al., 2023).

In addition, to educational policies to guarantee quality and equity, universal
access systems for all young people with high academic expectations must be
improved, leaving aside a system of selection by discard that only chooses students
with little vocation, in addition to guaranteeing a profile of the entrant and graduate
that continuously improves accreditation mechanisms. strengthening the academic
curricula of each program that responds to the needs of society and the solution of
different problems, in the same way, teacher training is fundamental in the sense of
improving their capacities in research that promotes and develops science in
universities, involving all actors of the university community, therefore, it is essential
to redefine strategies, contents, and resources to obtain better results in the
implementation of quality educational policies in the university system (Espino et al.,
2024).

Also, when comparing the results, students from private universities and female
students were the most satisfied with the quality of the educational service received.
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However, for students at public universities the level of dissatisfaction in the aspects
of quality of administrative service and equipment and infrastructure is high, as
reported by Palominos- Belmar et al. (2016). This aspect is relevant in the sense that
by measuring quality the service can be improved.

Universities must preserve, strengthen, and improve the services and necessary
conditions for developing their educational programs. That will guarantee an effective
guality assurance system in education by applying evaluation standards to accredited
institutions. On the other hand, and related to the above aspects, there is a growing
emphasis on using digital media and virtual resources, generating innovations in the
teaching-learning and research process and in the technological, operational, and
management systems. These innovations have a scope and impact that encompass both
internal and external aspects of educational institutions. Likewise, leadership in
management has a direct impact on prospectively planning the life of educational
institutions (Menacho-Vargas et al., 2021).

In addition, higher educational institutions with particular budgets are concerned
with providing better services at the human level, infrastructure, equipment, didactic
and recreational compared to public institutions that depend on budgets that on several
occasions do not guarantee an adequate quality service, being an intervening factor in
the level of student dissatisfaction. Likewise, the political factor within these
institutions is the reflection of the management that does little to improve the service,
having to improve this aspect within the university environment, situations that have
been explained by other researchers and that significantly influence the student’s
perception of educational quality (Andrey et al., 2020).

Guaranteeing a high-level educational quality is also associated with the quality
of teachers who are part of the university staff, with extensive experience,
specialization and training in the research field allows academic visibility to academic
institutions, in Peru even this is a process that is being implemented and the small
number of research teachers reflect the barriers for students to be trained with quality
scientific criteria and that they are add up as an indicator of low academic quality
(Montenegro, 2020).

Therefore, the consideration of the level of satisfaction with the quality of the
educational services presented by university students is a situation that should be taken
into account to improve the service because students are the main objective of
universities not only in terms of training but also in personal and community aspects
to complement this training in future quality professionals with a high sense of
community social responsibility.

Continuous improvement in the education and training of university professors is
essential to provide a quality educational service. When teachers are kept up to date
and trained in specific areas or relevant lines of research, it ensures higher quality
teaching and promotes a more effective learning process for students.

Likewise, it is necessary to train the human resources responsible for
administrative management to process the academic and personal documentation of
the students to solve their different demands.

The evaluation of the curricular plans must supervise and updated to improve the
contents and application processes according to the labor demand in the Peruvian
context.
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The educational service quality for university students should continue to be
studied in larger samples from both the public and private sectors so that the authorities
have current information and can improve management systems to provide a better
quality of educational service focused on the needs of students.

Finally, there were some limitations during the execution of the research,
especially in the collection of information, there were some students who did not wish
to participate for fear of being recognized, there was not enough budget and financing
to collect information on a larger sample. large and diverse, which allowed the use of
more robust statistical tests conditioned by the cross-sectional design used.

5. Conclusion

It is concluded that educational quality policies in Peru are still being executed,
because the implementation of the University Law is in process, according to the
satisfaction of the student, this must be improved in central aspects such as optimizing
human resources, infrastructure, equipment, curricular plans that differ from the public
to the private university, In addition, this should lead to improving and redefining
current policies on educational quality and the economic policies that finance the
educational service.
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