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CEBU CITY, PHILIPPINES

Marlon Rael Astillero, Tri Febrianti Valentina, Nico Irawan

International College, Rajamangala University of Technology Krungthep, Thailand

This study was to determine the competencies and service quality of government employ-
ees teaching part-time at the university. The study collected data on the assessment of
the teachers about skills and students regarding the service quality of their teachers in a
private non-sectarian university in Cebu City, Philippines. The part-time teachers in the
university have extremely high competencies in methodology, motivation, material utiliza-
tion, instructional process, teaching evaluation, and interaction process. As these college
teachers gain experience both in school as teachers and as government employees, they
are also enriching their ability and commitment to teach and for the goal of quality edu-
cation. The quality of their services is learned through their readings research and self-
learning activities as part of their continuing education. The level of competencies among
the part-time teachers in the university is not significantly associated with their service
quality delivery.

Keywords: Competencies, College Teachers, Service Quality, Private Univer-
sity, Cebu City

Penelitian ini bertujuan untuk mengetahui kompetensi dan kualitas layanan pengajar
paruh waktu PNS di perguruan tinggi. Penelitian ini mengumpulkan data tentang penilaian
guru tentang keterampilan dan siswa tentang kualitas layanan guru mereka di universi-
tas swasta non-sektarian di Kota Cebu, Filipina. Guru paruh waktu di universitas memi-
liki kompetensi yang sangat tinggi di bidang metodologi, motivasi, pemanfaatan materi,
proses pembelajaran, evaluasi pengajaran, dan proses interaksi. Karena para guru per-
guruan tinggi ini memperoleh pengalaman baik di sekolah sebagai guru maupun seba-
gai pegawai pemerintah, mereka juga memperkaya kemampuan dan komitmen mereka
untuk mengajar dan untuk tujuan pendidikan yang berkualitas. Kualitas layanan mereka
dipelajari melalui penelitian bacaan dan kegiatan belajar mandiri sebagai bagian dari pen-
didikan berkelanjutan mereka. Tingkat kompetensi di antara guru paruh waktu di univer-
sitas tidak terkait secara signifikan dengan penyampaian kualitas layanan mereka.

Kata Kunci: Kompetensi,Guru Perguruan Tinggi, Kualitas Pelayanan, Private
University, Kota Cebu
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INTRODUCTION

Changes brought about by globalization and technology trans-
form education. Global emphasis on the teacher’s role in the
development of the society shows the worlds concern for
teachers’ competencies. Readings have it that global compe-
tence is critical for innovation in the 21st century. The new
models of higher education are improving quality, increas-
ing market share, and lowering the cost. ASEAN Integration
2015 has brought so many challenges in the academic, because
of the difficulty of attuning the educational approaches to
the problems of internationalization and teacher’s ability to
teach. The changes in the labor market make schools adjust to
become more innovative educational systems by equipping it
with highly competitive teachers.

Their students are also strongly satisfied with their teach-
ers’ service quality on reliability, assurance, tangibles, empathy,
and responsiveness. Regardless of teachers’ age, sex, civil status,
and education, they are competent teachers because of their
wealth of experiences at work and home. Teachers’ profile on
age, length of service, sex, civil status, and highest educational
attainment are not associated with their teaching competen-
cies. This study proves that the teachers’ age, length of service,
sex, and civil status are not predictors of their service quality.
Their highest educational attainment of the teachers, the bet-
ter is their service delivery to their students. Their learning and
experience in graduate education contributed to their superior
service quality.

It is said that every right school has a great teacher to
achieve its goals and objectives because a good teacher is a
central concern of the educational system and is the most sig-
nificant component in the order of education. The university
hires experienced and academically equipped teachers whose
job their work exposure has honed expertise. Experience in
any profession is considered as an asset. This holds for teach-
ing, Bhargava and Pathy, (2011). It is keeping the importance of
knowledge in mind. Lieberman et al. (2000) reported that the
experience of a teacher gives him confidence and improves his
performance in teaching, motivating, encouraging, and leading
students.

Government employees work in a range of different con-
texts that combine to shape their professional profile. Their
prior learning and professional preparation form part of their
competencies and add value to the academic experience of the
students through mentoring and experiential learning. Added
to these, government employees are given a long period of
institutionalized training which helps them acquire specified
practical experience in some sort of employment role” (Tur-
regano and Fleenor, 2010). They perform what they teach.
There is a need to find out what competencies do they have as
well as the quality of service.

Assessing the employees’ competencies and quality of ser-
vice will determine the set of skills, knowledge, abilities, capa-
bilities, and work performance that teachers should have for
them to be qualified for the position and meet the set of

expectations the university set for them. Moreover, it will help
the supervisor find a practical approach on how to handle
an employee with a reduced productivity level and how to
strengthen an employee with good performance further.

Lastly, it has been observed that several studies have
been done separately on competencies and service quality.
To cite some, there was this research on "Teacher’s Compe-
tence in Change,” conducted by the researchers of the Univer-
sity of Gothenburg, dated November 23, 2010, which studied
teacher’s competencies from the perspectives of different stake-
holders like teachers, educators, students, directors and par-
ents. It summarized teachers’ skills as the ability, over time, to
relate oneself both to the expectancies and demands of soci-
ety, as well as to one’s qualifications/conditions. Another study
on teacher’s competencies was conducted by David Newby
of the University of Graz entitled "Competence and Perfor-
mance in Learning and Teaching: Theories and Practices.” This
work examined the different ways in which both competence
and performance have been defined by linguists and consid-
ered how differing interpretations of these concepts had influ-
enced foreign language learning and teaching. Yet, none has
been done to find out the relationship between the compe-
tency and service quality of teachers. Lastly, there are several
researchers working on the teaching competences, yet no con-
sensus has reached on the teaching competences (Aydogdu,
E., 2007). What is more, the studies on teaching competencies
are mainly on general teaching competences, and these general
competencies may not fit well to specific disciplines. This study
seeks to lessen the gap in the literature on this particular topic
to make this as one of the references to those who will conduct
similar studies in the future.

The skills of the teachers are independent of their level of
articulation on service quality. Some teachers have very high
competencies yet low in-service quality and vice versa. Finally,
the part-time teachers’ level of skills varies significantly as well
as their service quality according to the specific dimensions.
Therefore, some teachers have high methodological competen-
cies but lower motivational competencies and vice versa. Those
who have high material utilization may have a more economi-
cal instructional process or vice versa. The same is accurate of
service quality. It is concluded that there are teachers who have
superior delivery intangibles but little empathy or vice versa.
These are those who have high assurance but low in reliability
and vice versa.

STATEMENT OF PROBLEM

This study determined the competencies of part-time teach-

ers and service quality of a private non-sectarian university in

Cebu City, Philippines. The study collected data on the assess-

ment of the teachers about their competencies and that of the

students regarding the service quality of their teachers.
Accurately, this study answered the following:

1. What is the profile of the respondents in terms of age, sex,
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civil status, highest educational attainment and number of
years in the university?

. What are the levels of competencies of the teachers work-
ing part-time at university in terms of methodological com-
petencies, motivational competencies, material utilization,
instructional process, teaching evaluation and interaction
process?

. What is the level of service quality on teaching rendered
by the teachers in terms of reliability, assurance, tangibility,
Empathy and Responsiveness?

. Is there a significant relationship between the teachers’ pro-
file and competencies, profile and service quality and com-
petencies and service quality?

METHOD (FOR RESEARCH ARTICLE)

This study made use of a quantitative research method. Bryman
and Bell (2005) describe that a quantitative approach means
that data is collected with the aim of trying theories. The reason
for choosing a quantitative method for this case study is that the
researcher wanted to gather a lot of data that would show the
level of competencies and service quality of selected teachers.
Two sets of questionnaires were used to obtain the needed data.
The first instrument was based on the SERVQUAL- question-
naire, which consisted of 28 different statements. Those state-
ments were also divided into five different dimensions, namely,
tangibles, reliability, assurance, responsiveness, and empathy.
The competencies and service quality of the employees work-
ing in the government were described systematically factually
and accurately utilizing the answers gathered. Correlational is
conducted to explore “the extent to which competencies and
service quality of employees associate with each other, that is,
where employees’ competencies and service quality have rela-
tions to each other. To determine the skills and service quality
of the respondents, this study employs descriptive design such
that it seeks to determine the extent or level of the variables.

RESULTS AND DISCUSSION

Profile of Teachers

In terms of age, 33.33% of the employees have maturities rang-
ing from 41 to 50 years old (n=17). They are followed by
employees whose ages fall between 31 to 40 years old, repre-
senting 27.45% and employees aging 21 to 30 years old, rep-
resenting 21.57%. On the other hand, 17.65% of the employ-
ees have ages ranging from 51 to 60 years old. The mean of
employees’ age is 40.45 years old. In terms of sex, 52.94% of the
respondents were males, and 47.06% were females. In terms of
civil status, 56.86% of the employees were married, followed
by 35.29% who are single employees. However, 7.84% of the
employees did not specify their civil status. In terms of length
of service in a university, 60.78% of the employees have served

the university for five years or less. They are followed by 15.69%
of the employees who have been around in the university for
6 to 10 years, while 7.84% of the employees have served the
university for 11 to 15 years, and 3.92% have been around for
31 to 35 years. On the other hand, 5.88% of the employees did
not specify their length of service, while 1.96 of the employ-
ees have been in UM for 16 to 20, 21 to 25, and 26 to 30 years,
respectively. The mean of employees’ length of service to the
university is 6.48 years. Lastly, in terms of highest educational
attainment, 50.98% of the employees were full-fledged master’s
degree holders, followed by 23.53% of the employees who are at
least college graduates and full-fledged doctoral degree holders.
On the other hand, 1.96% of the employees have earned units
in master’s degrees.

Competencies of Teachers

Teachers were found to exhibit a very high level of method-
ological skills, having a composite mean of 3.60; very high level
of motivational competencies having a composite way of 3.71;
to exhibit a very high level of material utilization competen-
cies, having a composite mean of 3.54; and very high level of
instructional process competencies, having a composite way of
3.63 with a verbal description of ”Very High”; very high level of
instructional process competencies, having a composite mean
of 3.59; very high level of motivational competencies, having a
composite way of 3.44;

Service Quality of Teachers

Students perceive that their teachers exhibit a very high level of
reliability of the services extended, having a composite mean
of 3.42 with a verbal description of "Strongly Satisfied”; very
high level of assurance of the services continued, having a com-
posite way of 3.55 with a verbal description of ”Strongly Satis-
fied; highly ensure adherence to the tangible aspects of the ser-
vices extended, having a composite mean of 3.35 with a verbal
description of ”Strongly Satisfied”; very high level of empathy
in the delivery of services extended, having a composite mean
of 3.48 with a verbal description of "Strongly Satisfied; and very
high level of responsiveness of the services extended, having a
composite mean of 3.35 with a verbal description of "Strongly
Satisfied” with a verbal description of ”Strongly Satisfied.

Test of association was also conducted to determine the
relationship of teachers’ highest educational attainment was
correlated with teachers’ service quality. The computed x? was
found to be 11.3071, which is greater than the critical value of
5.991 at df=2. Hence, the null hypothesis of no association is
rejected, which means the educational attainment of the teach-
ers is directly associated or related with their service quality at
0.05 level of significance.

Correlation analysis revealed that when teachers’ compe-
tencies were correlated with teachers’ service quality, the com-
puted r,, was found to be -0.05918, which is less than the crit-
ical value of 0.27606 at df=49. Hence, the null hypothesis of
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no relationship fails to be rejected and is therefore accepted,
which means that the relationship between teachers’ compe-
tencies and teachers’ service quality is insignificant at 0.05 level
of significance.

28. The test of difference revealed that the computed F-
value was 4.38808, which is higher than the tabular value of
2.05, which is significant at the 0.05 level of significance. This
means that there is a considerable degree of variance in the ser-
vice quality delivered by the teachers when grouped according
to the six competencies of teachers employed. Thus, the null
hypothesis of no difference is rejected.

CONCLUSION

The part-time teachers at the university being studied have
extremely high competencies in methodology, motivation,
material utilization, instructional process, teaching evaluation,
and interaction process. Their students are also strongly satis-
fied with their teachers’ service quality on reliability, assurance,
tangibles, empathy, and responsiveness. Regardless of teach-
ers age, sex, civil status, and education, they are competent
teachers because of their wealth of experiences at work and
home. Teachers’ profile on age, length of service, sex, civil sta-
tus, and highest educational attainment are not associated with
their teaching competencies. Further, this study proves that the
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