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Quality Dimensions
Standard 

Loading

Average 

Variance 

Extracted 

(>0.50)

Composite 

Reliability 

(>0.7)

Cronbach 

Alpha 

(>0.8)

Reliability 0.75 0.94 0.92

The university provides services as promised. 0.865

The university provides dependable services. 0.875

The university performs services right the first time. 0.893

The university provides services at the promised time. 0.883

The university maintains error-free records. 0.781

Responsiveness 0.75 0.92 0.89

The university keeps students informed about when services will be performed. 0.823

The university provides prompt service to students. 0.899

The university is willing to go out if its way to help students. 0.877

The university is always ready to respond to students’ request. 0.881

Assurance 0.82 0.93 0.89

The university staff makes students feel safe in their transactions. 0.883

The university staffs are consistently courteous. 0.922

The university staffs have the knowledge to answer students’ questions. 0.901

Empathy 0.77 0.94 0.93

The university gives students individual attention. 0.849

The university deals with students in caring fashion. 0.857

The university has students’ best interest at heart. 0.884

The university understands the need of the students. 0.896

The university is genuinely concerned about the students. 0.895

Facility 0.77 0.95 0.94

The university has visually appealing facilities. 0.839

The university has LMS* that provides useful information. 0.898

The university has LMS that provides accurate information. 0.894

The university has LMS that provides high quality information. 0.903

The university has LMS that provides visually appealing materials. 0.893

The university has staffs that have neat and professional appearance. 0.826

* Learning Management System
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Mean Comparison 

Mean values

Public Private

Reliability

The DEI provides services as promised. 5.26 4.80

The DEI provides dependable services. 5.13 4.79

The DEI performs services right the first time. 5.08 4.78

The DEI provides services at the promised time. 5.12 4.85

The DEI maintains error-free records. 4.76 4.41

Responsiveness

The DEI keeps students informed about when services will be performed. 5.32 5.09

The DEI provides prompt service to students. 5.15 4.79

The DEI is willing to go out if its way to help students. 5.12 4.78

The DEI is always ready to respond to students’ request. 5.18 4.83

Assurance

The DEI staff makes students feel safe in their transactions. 5.21 5.15

The DEI staffs are consistently courteous. 5.09 5.05

The DEI staffs have the knowledge to answer students’ questions. 5.31 4.96

Empathy

The DEI gives students individual attention. 4.87 4.69

The DEI deals with students in caring fashion. 4.83 4.72

The DEI has students’ best interest at heart. 5.10 4.81

The DEI understands the need of the students. 5.13 4.76

The DEI is genuinely concerned about the students. 5.08 4.80

Facility

The DEI has visually appealing facilities. 5.09 4.79

The DEI has learning management system that provides useful information. 5.43 5.08

The DEI has learning management systems that provides accurate information. 5.41 5.07

The DEI has learning management systems that provides high quality information. 5.32 5.05

The DEI has learning management systems that provides visually appealing materials. 5.19 4.80

The DEI has staffs that have neat and professional appearance. 5.33 5.08



26 

 

Hypothesis Testing 
Test of Difference - Comparison of Public and Private DEIs 

[𝑅𝑆𝑆𝑝 − (𝑅𝑆𝑆1 +  𝑅𝑆𝑆2)] / 𝑘

[(𝑅𝑆𝑆1 +  𝑅𝑆𝑆2)/ (𝑛 − 2𝑘)]
 

Regression Analysis 

Mean values

Public Private

5.0704 4.7271 5.148 .000

5.1949 4.8764 4.705 .000

5.1994 5.0487 2.096 .036

4.9988 4.7757 3.142 .002

5.2924 4.9734 4.808 .000

Responsiveness

Assurance

Empathy

Facility

t Sig. (2-tailed)

Reliability
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DISCUSSION AND CONCLUSION 
 

Beta t sig Beta t sig

Reliability .299 3.524 .001 .575 8.654 .000

Responsiveness .196 1.944 .053 .156 2.015 .045

Assurance .166 1.957 .052 -.076 -1.286 .199

Empathy -.082 -.972 .332 .128 1.854 .064

Facility .160 2.042 .042 .059 1.005 .316

Public (adjusted R square = 0.441) Private (adjusted R square = 0.685)
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