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ABSTRACT 

The present study aims to develop and validate a comprehensive scale for measuring Internal Service 

Quality (ISQ) in higher education institutions from the perspective of teachers. While exist ing service 

quality research has predominantly focused on students as external customers, limited attention has 

been given to internal service systems that support faculty members. Recognizing teachers as key 

internal stakeholders, this study seeks to bridge this gap by conceptualizing ISQ as a multidimensional 

construct and examining its impact on faculty outcomes.The study adopts a systematic scale 

development approach comprising both qualitative and quantitative methods. Initially, dimensions and 

items were identified through focus group discussions and an extensive review of literature. The 

preliminary scale was subjected to face and content validation using expert evaluation to ensure 

conceptual clarity and relevance. Subsequently, empirical data were collected from faculty members 

of private deemed-to-be universities, and Exploratory Factor Analysis (EFA) was conducted to refine 

the scale structure. Confirmatory Factor Analysis (CFA) was then employed to validate the 

measurement model, establishing reliability, convergent validity, and discriminant validity. The final 

scale consists of eight dimensions: teaching and learning support, research and publication support, 

administrative responsibilities, professional development programs, faculty well-being, rewards and 

recognition, community engagement, and institutional leadership and governance. Further, the study 

establishes nomological validity by examining the relationship between ISQ and work-life fulfilment, 

demonstrating that effective internal service systems significantly enhance faculty well-being and 

satisfaction. The findings highlight that internal service quality is a critical determinant of teachers’ 

professional experiences and institutional effectiveness. By providing a validated measurement 

framework, this study contributes to both theory and practice, offering insights for policymakers and 

institutional leaders to strengthen faculty-centric support systems. Ultimately, the research underscores 

the importance of internal service quality as a strategic driver of sustainable excellence in higher 

education institutions. 
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