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Abstract

This study aimed to (1) investigate the management of the academic services to society
sector in terms of its policy, personnel, technology and innovation, and monitoring and
evaluation; (2) evaluate the quality of the service delivery; and (3) examine the influence of
the management on the service quality. The population of the study was 162 staff members
of the Faculty of Engineering, and 115 of them were asked to complete questionnaires. The
sample size was determined using the Krejcie and Morgan table. A total of 95 people returned
the questionnaires, and the analysis was carried out on the data using percentage, mean,
standard deviation, and multiple regression analysis. The results revealed that the sector
managed all dimensions of the services at high levels, with the personnel management
receiving the highest mean score, followed by the management in monitoring and evaluation,
policy, and technology and innovation. The quality of academic services delivery was also
rated at high levels in both the technical and functional areas. The hypothesis testing indicated
that the management of the services significantly influenced the service quality. The personnel
management, monitoring, and evaluation had a statistically significant effect at the 0.01 level,
while the policy management had an effect at the 0.05 level. However, the technology and
innovation management did not have a statistically significant effect on the service quality.
Furthermore, the management factors were able to explain 91.60 percent of the variation in
the quality. The findings suggest that strengthening human resource management,
implementing systematic monitoring and evaluation, and establishing clear and consistent
policies are crucial for enhancing the quality and sustainability of academic services to society

in higher education institutions.
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