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Abstract

The purpose of this study is to explore the relationship between the zone of tolerance and
student satisfaction level; it examines desired educational service levels, minimum service
levels, and students’ perceptions of actual service. By utilizing an inclusive service quality
approach. a conceptual framework for measuring zone of tolerance in higher education services
is presented, to examine the delivery of both non-academic and academic service quality for
hospitality and tourism education in Malaysia. A self-selection sampling approach is used, with
an online questionnaire surveyv of 300 respondents, to study hospitality and tourism programs

in public and private universities across Malaysia. Data are analyzed using descriptive
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