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Abstract 

In this article, the authors offer the Service Centrum of the Halmstad University an overview about 

the students opinion of the Service Centrum. Every semester there are a lot of international students 

studying at the Halmstad University. A lot of those international students using the Service Centrum 

in the period that they are studying abroad. In the article Developing Access between Universities 

and Local Community Groups:  A University Helpdesk in Action they investigated the relation 

between the Helpdesk and the University (CUPP), but there are not articles about the students 

opinion of a Service Centrum/Helpdesk. You can say that there is at the moment a lack of 

information how the exchange students rate the Service Centrum. Therefore we investigated the 

exchange students perceptions and expectations about the Service Centrum at the Halmstad 

University.  

The method we used for this investigation is a combination of desk research and field research. By 

means of a survey we investigated the opinion of the international students about the Service 

Centrum at the Halmstad University. We used an GAP-model for the survey, we chose for this model 

because you can clearly see the difference between the expectations and the perceptions. Another 

advantage of the GAP-model is that you can see if the expectations are higher or lower than the 

perceptions. We analysed the data of the survey in the strategic program: Statistical Package for the 

Social Sciences (SPSS). SPSS compared the connection between the expectations and the 

perceptions. We shared the surveys on Facebook with 140 exchange students from Halmstad 

University and we also shared surveys at the Service Centrum of the Halmstad University. 
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Introduction 

Customer satisfaction is the result of service quality and the product quality. Therefore it is necessary 

to know the relationship between customer satisfactions when their requirements are met or their 

dissatisfaction when their requirements are unmet and the importance of such requirements. It is 

important to know the connection between the customer satisfaction in connection with the 

importance of requirements (Mkpojiogu and Hashim, 2016).  
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In examining the barriers to accessing the university, there seem to be three key areas where the 

Service Centrum plays a crucial role in. Those key areas are (Hart, Northmore, Gerhardt and 

Rodriguez 2009)  

- Building trust, commitment and understanding 

- Providing recognition and resources 

- Sustaining community partners 

Especially the new exchange students using the Service Centrum in the period that they are studying 

abroad. Building trust, commitment and understanding are important keys to help the exchange 

students feeling them comfortable in the new area. It is also important that the students are not 

hesitating to visit the Service Centrum again for questions or help.   A Service Centrum can play a 

significant role in supporting the university in auditing its engagement activities and their benefits. 

The expectations and perceptions of a customer on a service company depends at each person. 

There are two points that have a big impact on the expectations and perceptions of a customer. 

Those points are: the previous critical events with the company and the cultural facts (Johns en Tyas, 

1997).   

The aim of this article is to reflect and discuss about the service quality of the Service Centrum at the 

Halmstad University. According to the Kano model there are five different kind of scales to rate the 

service quality and the product quality. Nonetheless, there is a relative lack of information at the 

moment about how the exchange students are thinking about the Service Centrum at the Halmstad 

University. Therefore it is interesting to investigate how the students are rating the Service Centrum 

at the Halmstad University. By looking at the expectations and the perceptions from 106 exchange 

students we found a clear overview of the rate at the Service Centrum.  Next to the Gap-Surveys we 

used a Gap-model to find out where the Gap is in the Service Centrum.  However, how is the service 

quality of the Service Centrum at the Halmstad university?  

Gap and Kano model 

The left figure is a different kind of Gap Model 

than the real Gap model. The model is 

especially made for companies who are 

working in the service environment. Therefore, 

this model is relevant because we investigated 

the students’ opinion about the Service 

Centrum at the Halmstad University. For our 

survey we used especially Gap 5, this Gap 

means the difference between the expectations 

of a customer and the perceptions of a 

customer about the service. The advantage of 

this way is the possibility to see the satisfaction 

from the researched group exchange students( 

Parasuraman, Valerie and Leanard 1985). 

Figure 1-  The extended Gap model. 
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There are a lot advantages to rank the demands of the customers with the Kano Model. Below a few 

advantages who are applicable for a service institution:  

- If you are using the Kano model you know which parts of your service are necessary to 

improve and which not.  

- It is possible to identify the parts of your service which have the biggest effect on your 
customer satisfaction. 

In addition of using the Kano model, it might be helpful when you give the customer the 

possibility to rank the individual product/service. In the results you can see the relative 

importance of the individual product/service. This will help to decide where you have to make 

improvements wherever necessary (Sauerwein, Bailom, Matzler and Hinterhuber  ,1996). In 

figure 2 you can see three examples how you can rank a question. The relation and combination 

between Kano and Gap  model , is the perfect way to make a clearly overview how the Service 

Centrum at the Halmstad University is rated. We used the way of questions from the Gap model 
and the ranking answers from figure 2. 

The results from the Gap survey 

are analysed and compared with 

the five different kind of scales 

from the Kano model. In the 

results there is a clear overview 

between the relations and the 

Gaps. By comparing both models 

the results will be way more 

validity.  

 

 

Figure 2- Quality improvement index.  
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Research results 

The full research shows the relation between the exchange students perceptions and expectations 

about the Service Centrum at the Halmstad University. This chapter presents all the results and 

information from the 106 surveys. The results and information are analysed in the next chapter. 

Table 1- Age & Gender 

Table 1 shows all the ages and gender from the 106 filled in surveys. In the left table you can see that 

most exchange students who filled in the survey got the age of 22. From all the filled in surveys 

56.6% have the age 21-23. Only 10.3% of the exchange students are 25 or 26 years old. The right 

table shows that 57 of the 106 people are male and 49 are female. You can also see the amount in 

percentages in both tables. 

 

 

 

 

 

 

 

 

 

Figure 3-  Perceptions and expectations opening times.   
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In the survey we asked the exchange students the next questions(Gap): “Are the opening times 

important for a Service Centrum?” “Is the Service Centrum at the Halmstad University enough hours 

open every  week? “ In figure 3 all the answers are showed in a histogram. In figure 3 you can also 

clearly see that the perceptions about the opening times at the Halmstad University Service Centrum 

are lower than the expectations. The expectations shows that there is a mean of 5,79, in connection 

to the perceptions 4,44. What the difference of 5,79-4,44= 1,35 means will be explained in the next 

chapter analyses. In the left histogram you can see that there are a lot of exchange students 

dissatisfied about the opening times. 

 

Figure 4 – Perceptions and expectations about the waiting times 

We also had a question about the waiting times at the Service Centrum of the Halmstad University. 

The aim of this query was to research the satisfaction of the students about the time they have to 

wait. If the perceptions measure up to the expectations than are the students satisfied, otherwise 

they are not satisfied. The questions about this subject were: ‘’At a good Service Centrum you don`t 

have to wait too long’’ and ‘’At the Service Centrum of the Halmstad University you don`t have to 

wait too long’’.  The answers of the expectations are higher than the results of the perceptions. The 

mean of the answers of expectations is 5,92 while the mean of the results from perceptions is 4.79. 

At the query about perceptions chose the biggest part of the respondents the answer: ‘Somewhere 

agree’ and at the query about expectations the most chosen answer is: ‘Agree’.  



6 
 

Figure 5- Perceptions and expectations enough employers to help with problems/questions  

In the survey we asked the exchange students the next questions(Gap): “ In a good Service Centrum 

there are enough people to help you” “Are there enough people at the Halmstad University Service 

Centrum to help you?” In figure 5 all the answers are showed in a histogram. You can see again that 

there is a difference between the expectations and perceptions. The expectations shows that there is 

a mean of 6,05, in connection to the perceptions 4,75. what the difference of 6,05-4,75= 1,30 means 

will be explained in the next chapter analyses. In the histogram of the perceptions you can see that 

there are two big peaks. This is discussed further in the analyses. 

 

Figure 6 - Perceptions and expectations about helping problems 

We wanted to know the opinion of the students about helpfulness of the Service Centrum. 

Therefore, we made two question in the survey. Those questions are: ‘’A good Service Centrum is 

helping you with your problem till it is solved’’ and ‘’The Service Centrum at the Halmstad University 

helps you with your problem till it is solved’’. Figure 6 shows the results of both questions. The 

expectations have a mean of 5.88 while the mean of the perceptions is 4.66. The sense of this 

difference will be explained in the next chapter: ‘Analyses’.  You can also see two big peaks in both 

histograms. 
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Figure 7 – Perceptions and expectations about the hospitality of the Service Centrum.  

The last question of the survey was about the hospitality of the Service centrum. The question to 

measure the perception was: ‘’The Service Centrum of the Halmstad University is hospitality’’ 

‘’Hospitality is important for a Service Centrum’’. Figure 7 shows the results of those questions. The 

scores are different. You can clearly see that the results of the expectations are higher than the 

results of the perceptions. The mean of the answers of expectations is 5,78 while the mean of the 

results from perceptions is 4.73. Both histograms have one big peak.  

Analyse results 

The Kano model consists of five different categories. Those categories are: performance, basic, 

excitement, indifferent and reverse. In this chapter we will analyse and compare the  Gap model with 

the Kano model. 

Opening times of the Service Centrum 
Perception Expectation  Difference 

4.44 5.79 1.35 
Table 2- difference between the perception and expectation about the opening times. 

This question give an answer how the exchange students rated the opening times of the Service 

Centrum at the Halmstad University. In the empirical part you can see that a lot exchange students 

are negative about the opening times. Above table shows that there is a difference of 1.35. The 

difference means that the exchange students are negative about the opening times.  26 exchange 

students are negative about the opening times and 13 are neutral. 42 students are somewhat agree, 

but not more than somewhat agree. You can conclude that the opening times are not the best in the 

Halmstad University. Comparing to the Kano model you can say it fits with the category: 

‘Performance’. The students expected that the Service Centrum is enough ope n every week. You do 

not want to stay in front of the Service Centrum and you see it is closed. How more the Service 

Centrum is open, the more questions/problems they can solve.  
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The time that students have to wait at the Service Centrum of the Halmstad University  

Perception Expectation  Difference 
4.79 5.92 1.13 

Table 3- difference between perception and expectation about the waiting times   

The mean of the question about expectation is very high, so for exchange students is it important 

that they do not have to wait too long. However, there is a small difference between the expectation 

and the perception about the time you have to wait at the Service Centrum. The exact difference 

between those points is 1.13. Even 27,4% of the respondents has a dissatisfied perception about the 

waiting times at the Service Centrum of the Halmstad University. You can conclude that the 

expectations of the exchange students are higher than the real perceptions of the respondents. In 

fact, the exchange students waited longer than they expect.  

Comparing to the Kano model can you say it fits with the category: ‘Reverse’. When there are waiting 

times people are dissatisfied, if there is not a waiting time people are satisfied. For this reason, we 

categorize this concerned subject at the category: ‘Reverse’.   

Table 4- difference between the perception and expectation about enough people 

Above table shows that the expectations are really high. In fact the exchange students expect the 

most from the subject enough people at the service centrum.  When we look at the perception there 

is a difference of 1.22. Nonetheless the Service Centrum at the Halmstad University is scoring high 

with a mean of 4.75. However, the perception could be way higher. In figure 5 you can see that there 

is a high peak with people who somewhat disagree with the question. Especially in the busy periods 

the Service Centum need access of more employees.  

Comparing to the Kano model you can say it fits with the category: ‘Basic’. The students expected 

that there are enough employees to help everybody.  When there are enough employees to help the 

student will not be really satisfied, however when there are not enough employees the student will 

be dissatisfied. Comparing the question not enough employees with table 3 you can see that there is 

a connection between both questions. When the Halmstad University have access for more 

employees the waiting time will be reduced.  You can improve both subjects once a time. 

Helpfulness of the Service Centrum 
Perception Expectation  Difference 

4.66  5.88 1.22 
Table 5- difference between the perception and expectation helpfulness. 

The subject shows a difference between perception and expectation. The exact difference is 1.22. It 

means that the students expecting more about the helpfulness of the Service Centrum than it is in 

fact. Therefore, you can conclude that exchange students are not satisfied about the helpfulness of 

the Service Centrum. However, the most given negative answer is: ‘Somewhat disagree’. What 

means that the exchange student is not totally negative about the helpfulness of the Service 

Enough people at  the Service Centrum 
Perception Expectation  Difference 

4.75 6.05 1.22 
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Centrum at the Halmstad University. The Service Centrum can improve their helpfulness, but it is not 

the biggest Gap that needs the most attention.  

Comparing to the Kano model you can say it fits with the category: ‘Performance’. The students 

expected that their problem will be solved when they visit the Service Centrum at the Halmstad 

University. How better the problem or question is solved, how higher the satisfaction of the 

exchange student.  Opposite, it works at the same way. 

Hospitality of the Service Centrum 

Perception Expectation  Difference 
4.73 5.78 1.05 

Table 6 – difference between the perception and expectation hospitality. 

In the last subject: ‘Hospitality’ there also is a little difference between perception and expectation, 

the exactly difference is 1.05. Both questions have the strongly dissatisfied answer as possible 

namely the answer: ‘Strongly disagree’. But the results by the perception question are lower than the 

question about the expectation. Therefore, the mean of perception is lower than the mean of 

expectation. It is possible to conclude that the expectation of the exchange students is higher than 

the real perception. Although, the biggest part of the negative exchange student chose for the 

answer: ‘Somewhat disagree’. So the exchange students are not strongly disappointed but only a 

little bit.  

Comparing to the Kano model can you say it fits with the category: ‘Performance’. When people visit 

a Service Centrum, they expect a company who is friendly to their customers. If this thing lacks, then 

decreased the satisfaction of the customer strongly. In the opposite, it works exactly the same. In 

fact, the satisfaction of the customer will be increased when the hospitality is very well.  

 

Table 7- Gap model compared with the Kano Model 

  

Performance Table 2, 5 and 6 

Basic Table 4 
Excitement - 

Indifferent - 

Reverse Table 3 
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Conclusion  

By each five subjects the expectations are higher than the perceptions. However, it is very difficult to 

meet the needs of the exchange students for the Service Centrum at the Halmstad University 

because the expectations of the exchange students are very high. The biggest part of the 

respondents expects that the Service Centrum solved all the problems or questions, when they visit 

the Service Centrum. If their problem is not solved, the exchange students will be dissatisfied. 

Therefore, it is almost impossible to satisfy the exchange students because sometimes you cannot 

solve the problem directly.  Further, a big part does not expect that they have to wait before 

employees of the Service centrum can help them. To improve this concerned subject you can 

increase the amount of employees. Through this it is possible to help more exchange students in the 

same time with their questions or problems. Especially in the busy peak periods is it useful to have 

access of employees. Thirdly, the exchange students are not totally satisfied about the opening 

hours. However, it is difficult to decide how many hours the Service Centrum have to be open every 

week and the specific times. Therefore, it is necessary to do more research about this specific topic. 

The topic enough employees is in relation with the question waiting times. When there are enough 

employees working at the Service Centrum, the waiting times will probably be reduced. The last topic 

was about hospitality, after this research it is only possible to say that exchange students have a 

higher expectation  than the real perception. If you want to know how you can improve the 

hospitality of the Service Centrum, you have to do more research about this specific topic.  

This research about the Service Centrum at the Halmstad university was especially to show that there 

are lacks between the expectations and the perceptions. However,  our survey was really wide if you 

compare it with the different topics. In the future, someone else can do an investigation about one of 

our five topics.  
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