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The primary purpose of this paper is to develop a new conceptual model to evaluate perceived service quality
(PSQ) in higher education using the level of learning experience.

In the first chapter, I argue difficulties of the PSQ measurements in higher education. I also discussed how to
improve the accuracy of the conceptual model of the PSQ.

In the second chapter, | introduce previous researches related to this study. | introduce the theories of learning
engagement, learning experience (LX), the conceptual models of the PSQ, and so on.

In the third chapter, 1 develop a new conceptual model of the PSQ in higher education. I investigate influences
of the LX level on student outcome satisfactions (SOS) and behavioral intentions using 146 valid answers from
three public Japanese universities. The new conceptual model indicates that the LX level has the significant
positive direct effects on the SOS and the behavioral intentions.

In the fourth chapter, | investigate factors, which affect the LX level in higher education. | survey 47
voluntary Japanese college students, and the qualitative analysis shows that intent to study, presence in the class,
openness to a particular subject, confidence in learning, immediacy of the lectures, and malleability of the
lectures were the important factors to obtain the LX level. In addition, the quantitative analysis indicates that the
LX level has the significant positive correlations with intrinsic motivation and identified motivation, presence in
the classroom, mastery goal, and self-efficacy.

In the fifth chapter, I summarize the results in chapter 3 and 4, and discuss the further researches. Then, I
conclude that the LX level could play an important role to measure the SOS and the behavioral intentions in
higher education.
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