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Influence of the Education Service Quality and Result Expectations on Behavioral
Intention: Focus on the TOEIC Business of a Global Company
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Abstract

Purpose — The TOEIC test has been leading the change in the
quality and the globalization of companies for about last 30 years.
The TOEIC test is taken by about two million people each year and
is used as a criterion to select new employees in companies or gov-
ernment offices, for performance ratings, and for overseas posting
selections. Universities also use TOEIC test in various ways. Since
the TOEIC test is used for the selection of new students for admis-
sion, transferring extra credits, scholarships, graduation certification,
and admission of international students studying abroad, many uni-
versities all over the country provide students with TOEIC study lec-
tures through their own language institutes. Despite the fact, there has
been no research on the service quality or even the current situation
of these institutes. Thus, this study aims to evaluate the factors that
impact TOEIC lecture service quality and analyzes the effect of the
expectation related to the education service quality and the result of
education on intentional behavior.

Research design, data, methodology — Data was collected by ad-
ministering a survey to current TOEIC students from different uni-
versity language institutes. The survey questionnaire comprised of a
five-point Likert scale. The demographic analysis was conducted using
the frequency analysis method and the factor analysis was conducted
to verify the validity of questionnaire over any variable. The reli-
ability analysis was conducted to verify the reliability of the results.
Besides, multiple regression analysis, regression analysis, and mediated
effect verification were also conducted. For education service quality,
four different independent variables such as reliability, response, con-
viction, and sympathy were considered using the SERVQUAL survey
model. Based on the research models, the study hypotheses below
were formulated in order to recognize an effect relationship between
the variables. The four hypotheses are, “the hypothesis on education
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service quality and TOEIC study result expectation,” “the hypothesis
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on education service quality and behavioral intention,” “the hypothesis
on study result expectation and behavioral intention,” and “the hy-
pothesis on study result expectation and mediated effect.”

Results — The results are as follows. First, the factors like
response, conviction, and sympathy have a positive influence on
TOEIC study result expectations. Second, the TOEIC study result
expectation has a positive influence on the factors of behavioral
intention such as re-sign up, positive word-of-mouth, “loyalty towards
school.” Third, it was verified that the mediated effect on behavioral
intention was influenced by education service quality at university
foreign language institute, while the study result expectation has only
a partial mediated effect.

Conclusions — The implications of this study are summarized as
follows: First, it suggests a new research model for the effect of the
expectation related to the education service quality and the result of
education in the university language institutes on the behavioral
intention. Second, it has established a relationship between the educa-
tion service quality and study result expectation by verifying the
mediated effect on them.

Keywords : Education Service Quality, Expectation Accordance,
Behavioral — Intention,  Positive =~ Word-Of-Mouth,
Resign-Up.
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