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Abstract

Educational quality is a key element for students' academic and professional development. This study seeks to determine whether
institutional fees translate into services, infrastructure, and material conditions that foster learning and meet students' expectations.
Therefore, the overall objective of this research was to identify students' perceptions regarding the use of these resources and their
importance to educational quality. The study employed a qualitative, descriptive, cross-sectional, and non-experimental approach. A survey
was administered via Google Forms to accounting students in any program with at least one year of institutional experience. The data was
then processed using Microsoft Excel for analysis, organization, and interpretation. The results confirm that students acknowledge certain
institutional efforts but perceive significant shortcomings in infrastructure, hygiene, maintenance, and internet access, which impact their
assessment of educational quality.

The perception of Public Accounting students regarding the use of the Technological Institute of Chetumal’s own resources in relation to
educational quality
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Resumen

La calidad educativa es un elemento clave para el desarrollo académico y profesional de los estudiantes, se busca saber si los cobros
institucionales se traducen en servicios, infraestructura y condiciones materiales que favorezcan el aprendizaje y respondan a sus
expectativas, es por ello que el objetivo general de la investigacion fue identificar la percepcion de los alumnos respecto al uso de dichos
recursos y su importancia en la calidad educativa; se desarrollé bajo un enfoque cualitativo, descriptivo, transversal y no experimental, se
aplico encuesta en Google Forms a estudiantes de Contador Publico en cualquier sistema con al menos un afio de experiencia institucional
y se procesd en Microsoft Excel para su analisis, organizacion e interpretacion. Los resultados confirman que los estudiantes reconocen
ciertos esfuerzos institucionales, pero consideran que persisten carencias significativas en infraestructura, higiene, mantenimiento y acceso
a internet, lo que repercute en su valoracion de la calidad educativa.

[ Lapercepcién de los alumnos de Contador Publico sobre el uso de los recursos propios del Instituto Tecnolégico de Chetumal en relacién a la calidad educativa |
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Introduction

This chapter focuses on analysing the perceptions of students on the Chartered Accountancy degree
programme at the Chetumal Institute of Technology (ITCh) regarding the use of the institution’s own
resources generated through tuition fees, service charges and other sources, and their impact on
educational excellence and/or quality; as well as examining how the administrative management of these
funds translates into the provision of tangible and intangible services, such as infrastructure, cleaning,
equipment and connectivity, which make up the student’s learning environment.

In this context, the importance lies in the fact that own resources are a fundamental pillar for the
sustainability and improvement of Higher Education Institutions (HEIs), and student perception is a key
factor in measuring excellence and/or quality and determining whether investment in these resources
meets the academic needs of the student body; it is therefore imperative to understand this phenomenon,
as inadequate resource management directly impacts student satisfaction and the institution’s own
competitiveness, whilst also enabling the identification of areas for improvement that require immediate
attention to ensure an educational service that is of a high standard and in accordance with the General
Law on Higher Education (LGES) and SDG 4: Quality Education of the 2030 Agenda. This approach
stands out as it is not limited to financial reports, accounting records or administrative audits, but rather
uses students’ direct perceptions as the primary indicator of efficiency, and presents critical dimensions
in detail that global indicators omit.

Framework

At every stage, education is part of our lives, beginning from a very young age, as one of its purposes is
to shape individuals with the capacity to navigate life on a social, cultural and economic level; where the
evolution of societies focuses on continuous learning and knowledge acquisition, with the aim of
preparing human beings to face the various challenges they encounter in daily life. (Suasnabas &
Francisco, 2020)

In previous decades, university education was not what it is today; it was previously seen as a
privilege, whereas today it is perceived as a necessity for the development of society and a human right;
consequently, many of today’s parents did not have that privilege, so their primary aim is for their
children to receive a better education and become successful professionals, and to achieve this, they make
great efforts to provide them with that opportunity. However, it is worrying that, against this backdrop,
it is unclear whether the education provided is truly of quality (SDG 4) or of excellence as established
by the LGES; although this is generally in doubt, if it were to be resolved, it would surely only take into
account the perspective of the management and administrative departments, without considering the
viewpoint of those most concerned: the students. (Duque & Chaparro, 2012)

This is why Alvarado et al. (2016) state that:

Nowadays, holding a higher education qualification is of the utmost importance for signalling
competence to employers within our economic and social environments.

Higher education institutions, through their various programmes, infrastructure and educational
models, contribute to the training of professionals capable of analysing and proposing improvements to

society. (p. 56)

However, the world is in a state of constant change and evolution, posing challenges for new
generations that will differ from those of today; coupled with this, education must remain at the forefront
in order to face each and every one of tomorrow’s challenges; hence the need to understand the current
state of educational quality, with an emphasis on the issues that prevent it from being achieved. (Vega &
Mestanza, 2021)

In this regard, educational quality is a matter of great importance, as it is an essential part of each
student’s academic development, as well as a key aspect of higher education institutions’ reputations; for
this reason, students’ perceptions must be one of the most significant factors when it comes to identifying
and understanding where shortcomings exist or which areas for improvement should be addressed as a
priority, as they possess the lived experience and insights within their institutions.


https://doi.org/10.23857/dc.v6i2.1160
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Higher education institutions receive funds from students, derived from enrolment, re-enrolment,
payments for services received and other administrative procedures, which are intended to be used to
provide and maintain the facilities, infrastructure and services in optimal working order, such as lighting,
toilets, library collections, rest areas, cleaning and internet access, amongst others, with the aim of
making the campus as functional as possible to achieve the highest quality or excellence in academic
development.

It is common for HEIs to experience operational shortcomings, which must be addressed
efficiently and promptly by their staff and management by optimising available resources, as suggested
by Balta & Sagastegui (2026: “Universities play a fundamental role in effectively organising and
coordinating resources, processes and services aimed at ensuring high-quality academic education” (p.
6).

In this regard, Muro et al. (2022) reveal that “Higher education plays a fundamental role in the
country’s development; therefore, the quality of education provided by universities is important, and one
indicator for evaluating this is students’ perceptions” (p. 1).

In line with this idea, it is of the utmost importance to understand how students perceive the use
of the resources they themselves contribute to their HEI; for this reason, we will describe perception as
the “process by which an individual selects, organises and interprets stimuli to integrate a meaningful
and coherent view of the world” (Becerra, 2003, p. 55); likewise, we must understand that “perception is
a process and an activity, closely linked to sensory stimulation” (Rosales, 2015, p. 24).

In addition to this conceptualisation, Locke (1690) states that:

Perception is the gateway to knowledge. Perception being, then, the first step and stage towards
knowledge, and the gateway for all its materials, the fewer senses any man has, as well as any other
creature, the fewer and fainter the impressions they cause, and the more dulled the faculties that deal
with them, the further one will be from that knowledge found in some men. (p. 128)

Following these concepts, it can be understood that perception is the human being’s capacity to
capture, process and make sense of the information our senses receive; rather, it is that process which
allows us to interpret our environment with the help of the stimuli we capture; as we mentioned
previously, it is that which is obtained through experience. (Bricefio, 2021)

In this context, Arias (2006) notes that there are various approaches to human perception, seeking
to explain how information is processed and reality interpreted. This is how we observe that perception
is not limited to the body’s sensory stimuli, but can also arise from emotions, reactions, first impressions
or various pieces of information, which may interact with an individual’s feelings or thoughts; likewise,
another important implicit element is expectation, as on many occasions one may hold or imagine high
standards regarding something, only for it not to turn out that way, or vice versa, this being a determining
factor in how perception is constructed.

Similarly, an individual’s motivations, objectives and goals play an important role, as these often
go hand in hand with the interpretation of the information received, directing perception towards what is
considered a priority. For the purposes of this research, understanding how these elements interact with
one another is of great relevance, particularly in the educational context, as this is where students’
perceptions of how the resources they contribute are used, and their relationship with the quality of
education they receive, are explored. In light of the above, student satisfaction regarding quality is viewed
as a short-term attitude, resulting from an analysis of their educational experience, which has a positive
impact when the quality is genuine or exceeds the expectations that had been set. (Dos Santos, 2016)

Marcano and Uribe (2022) note that one of the most important aspects regarding university
accreditation and quality assessment is the students, as the evaluation tends to be based on institutional
and functional conditions. Furthermore, it is understood that various quality indicators, such as academic
performance, academic success, retention rates and positive perceptions of the institution, are assessed
on the basis of student satisfaction.
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Therefore, when a student develops a positive perception of their university, this often leads to a
sense of belonging and identification with the institution; in other words, by offering high-quality
education, students perceive the university as more attractive, which contributes to its improvement.
Another consequence is recommendation: if students are satisfied with the quality of education provided,
they tend to recommend their institution to prospective students or their own friends; similarly, this can
also lead to greater satisfaction in their lives, referring not only to satisfaction with the quality of their
education, but also in various areas of their lives such as family, social and economic spheres, etc.
(Blazquez et al., 2013)

It is common to use the term ‘quality’ in everyday life, generally to compare one good or service
with another; such an analysis is carried out by everyone, more or less consciously, when being served
in an establishment; however, in the academic sphere, various definitions of the term have been proposed;
it can be seen as a set of characteristics, properties, features and other assessments, whether inherent or
acquired depending on the object, person, service, process, etc., to be evaluated. Here, the role of the
consumer is significantly relevant, as it is their perception that will be taken into account, given that they
are the ones who choose between one option or another. (Acharte, 2019)

To understand this concept a little better, Gonzalez (2021) adds that:

Service quality in any organisational setting seeks to create a point of differentiation that sets the
organisation apart from its competitors, as well as greater productivity in the services offered by
increasing the satisfaction of both customers and staff working within the institution. (p. 9)

That said, quality has become an essential issue for the growth of various institutions, where
students are constantly increasing their demands regarding quality, calling for excellence in education
and better service. (Fayos et al., 2011)

Educational quality centres on students, as they are the guarantee of the existence and
sustainability of educational institutions; since they are the recipients, they are best placed to assess it
and offer a perspective based on their experience. (Rivera, 2019)

There is still a shortage of resources for measuring the quality of educational services; however,
student satisfaction or perception must be taken as a key element in its assessment. As Gento and Vivas
(2003) indicate, the recipient of education (the student) must be given increasing weight in determining
where quality exists and where it does not.

In line with this, Salinas et al. (2008) state that “the quality of educational institutions can be
viewed from various angles; however, it is necessary to consult the student, as they are the ones receiving
the education and bearing the consequences of its quality” (p. 39), which can be measured based on the
level of student satisfaction, as well as by the sense of fulfilment they experience when the institution
meets their expectations. A study on the evaluation of educational quality is particularly important
because a satisfied student is a student with good academic performance, thereby reducing dropout rates,
potential changes of course and learning failure, thus demonstrating that educational quality strengthens
the institution’s image and prestige.(Surdez et al., 2018)

With regard to the quality of educational services, educational quality is sometimes considered to
be governed by components such as functionality, efficiency and effectiveness, emphasising that the
relationship between these three is important, as it makes no sense to speak of efficiency if there is a lack
of effectiveness, casting doubt on whether an institution that achieves objectives of little relevance to its
community can be considered effective.

Thus, a higher education institution is perceived as deficient in terms of effectiveness and
functionality if it can only achieve a few objectives that might be considered significant for students,
whilst failing in areas such as the poor distribution of resources. Accordingly, the quality of educational
services is perceived as the result of a set of actions and the combination of the aforementioned
dimensions (Elera, 2010). Similarly, Medina-Romero (2023) notes that “the concept of quality can be
understood as effectiveness: quality education would be that which ensures students actually learn what
they are supposed to learn by the end of certain cycles or levels” (p. 79).
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Furthermore, there is a model known as Service Quality (SERVQUAL) which enables the
assessment of students’ perceptions and expectations; the institution’s services can be categorised into
the following dimensions: reliability, tangible elements, responsiveness, assurance and empathy, which
are defined by Martinez et al. (2020) as:

Reliability is the institution’s ability to fulfil its service promise. Tangible elements relate to the
appearance of the institution’s physical facilities, equipment and staff. Responsiveness is linked to the
willingness of university staff to collaborate with students and to provide the service promptly. Assurance
is the knowledge, courtesy and ability of university staff to inspire goodwill and trust. Finally, empathy
is associated with students’perceptions of feeling unique and special. (p. 7).

It is of great importance that HEIs take into account and are aware that quality is not measured
solely quantitatively, but also involves many qualitative aspects that are difficult to measure yet which,
taken together, make it possible to achieve better teaching, better curricula and programmes, and above
all greater student engagement. Quality in these times is a much broader concept and encompasses many
other concepts that form part of it. (Sanchez, 2011)

From another perspective, quality is seen as an exception, that is to say, something special. As
Buendia (2007) puts it, “Good quality is exceptional, superior and exclusive; it is equivalent to excellence
or the attainment of a high standard; it is elitist and attainable, but only under limited circumstances” (p.
30). In this conceptualisation, excellence is valued through the reputation of the HEI and the level of
resources it possesses.

Likewise, it is established that everyone has the right to education, in Article 3, paragraph 12,
section I, subsection i, of the Political Constitution of the United Mexican States (CPEUM, 2025) and
that “It shall be of excellence, understood as the constant comprehensive improvement that promotes the
maximum learning achievement of learners, for the development of their critical thinking and the
strengthening of ties between school and community” (p. 11).

In this regard, it is worth noting that the 2020-2024 Sectoral Education Programme (PSE) defines
excellence as: “An educational criterion oriented towards constant comprehensive improvement that
promotes the maximum learning achievement of students, for the development of their critical thinking
and the strengthening of ties between school and community” (Ministry of Public Education, 2020, p.
316).

In light of the above, one of the criteria by which the quality of institutions can be assessed is
their accountability; in this regard, Moranchel (2021) states that:

From the perspective of higher education, centred on its core tasks and the members of its
community, as well as on the challenges presented by the environment, the obligation we have towards
society—understanding society to encompass the various social, economic and political actors—we
cannot and must not disregard the logic of this human right and the responsibility to report on our actions.

(p-5)

Finally, it is necessary to define accountability, which is the right to obtain information, the
obligation to disclose it, the right to receive an explanation regarding the information provided, and,
likewise, the obligation to justify. (Rodriguez, 2015)

Legal

Education is a constitutional right guaranteed to all people, which must be based on respect for human
dignity and the provision of decent educational facilities; hence, Article 3, paragraph 10 of the CPEUM
(2025) states that: “Educational facilities constitute a fundamental space for the teaching and learning
process. The State shall ensure that teaching materials, educational infrastructure, their maintenance and
environmental conditions are suitable and contribute to the aims of education” (p. 9).

Public higher education represents a fundamental pillar of the social, economic and professional
development of Mexico and its people; it is for this reason that, to guarantee educational quality and
academic achievement, Article 8, paragraph 1 of the General Education Act (LGE, 2019) states that:
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“The State is obliged to provide educational services with equity and excellence” (p. 4), in
conjunction with Article 5 of the LGES (2021), which establishes: “The policies and actions carried out
in the field of higher education shall form part of the National Education Agreement established in the
General Education Act to achieve universal coverage in education with equity and excellence” (p. 3).

Similarly, it is the duty of the education authorities, in accordance with their powers and their
objective of establishing conditions that favour the full exercise of the right to higher education, to guide
it in accordance with Article 8, Section IX, of the LGES (2021), towards:

Educational excellence that places the student at the centre of the educational process, alongside
their constant holistic development, promoting maximum learning achievement for the development of
critical thinking and the strengthening of ties between school and community. (p. 6).

It is very important to recognise that the spaces where students receive their education must be of
high quality, as achieving educational excellence requires taking into account that the institutional
environment directly influences their academic, professional and holistic development. Therefore, Article
99, paragraphs 1 and 2, of the LGE (2019) states that:

The movable and immovable property intended for education provided by the State and by private
entities with authorisation or official recognition of the validity of their courses, as well as the services
and facilities necessary to provide education, form part of the National Education System.

Such movable and immovable property must meet the requirements of quality, safety, functionality,
timeliness, equity, sustainability, resilience, relevance, comprehensiveness, accessibility, inclusivity and
hygiene, incorporating the benefits of scientific development and technological innovation, in order to
provide education of excellence, with equity and inclusion, in accordance with the guidelines issued for
this purpose by the Secretariat. (p. 37).

Applicable provision in accordance with Article 49(I) of the LGES (2021), which requires any
educational authority to guarantee the public service of higher education, in accordance with the CPEUM,
LGES, LGE and other applicable provisions.

It should be emphasised that education not only enables the acquisition of knowledge and skills,
but also fosters values, promotes equal opportunities and contributes to the holistic development of
individuals; in this regard, it is essential to note that Sustainable Development Goal 4 seeks to “Ensure
inclusive and equitable quality education and promote lifelong learning opportunities for all” (United
Nations, 2015, p. 19).

Methodology

In this study, the variables are operationalised through a linear equation that relates the management of
own resources—such as income from tuition fees and services—to educational excellence and/or quality,
as described by the perceived satisfaction of Public Accountancy students. These are broken down into
tangible and intangible dimensions ranging from the efficiency of administrative services, optimal
equipment and cleanliness of facilities, to the technical stability of internet connectivity; the significance
of each variable lies in its capacity to act as an indicator of institutional performance, where the correct
application of financial resources must translate, linearly, into an optimal learning environment that meets
the academic and professional expectations of the student population under study.

The criteria used in the methodological design ensure consistency between the qualitative-
descriptive approach and the application of the structured instrument based on the Likert scale, which
allows for the comparison of satisfaction levels in critical areas, whilst criteria such as administrative
services and facilities are assessed using parameters of functionality and availability; meanwhile, the
criteria of cleanliness and internet connectivity are compared against standards of maintenance and
operational efficiency; highlighting significant discrepancies in the comparison by gender.
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Results

The results obtained following the processing and analysis of the collected data allow the most significant
findings of the study to be identified, linking them directly to the objectives set to visualise students’
trends and perceptions; this systematisation of the information allows for a precise and well-founded
interpretation, establishing a coherent empirical basis.

This reveals a critical perception among Public Accountancy students regarding the management
of the ITCh’s own resources, as seen in the Administrative Services dimension, which received a
Moderate Dissatisfaction / Neutral rating, where respondents do not perceive adequate excellence and/or
quality in the administration carried out by the Institute’s authorities in the services they provide to the
student community, as shown in Table 1.

Table 1
Administrative Services Division

Service Indicator Frecuency (n=240) Percentage (%) Prevailing view

Not affected by a shortage of 87 36.2% | Moderate

stationery or toner dissatisfaction /
Neutral

Interruption due to staff 107 44.6% | Moderate

shortages during the morning dissatisfaction /

and afternoon shifts Neutral

Online payment or bank 142 59.2% | Reasonably

transfer is available satisfactory

The IT services are running 102 42.5% | Moderate

smoothly dissatisfaction /
Neutral

The service desks are suitable 108 45.0% | Moderate
dissatisfaction /
Neutral

The opening hours are suitable 96 40.0% | Moderate

for all students dissatisfaction /
Neutral

It has a fast response time and 84 35.0% | Moderate

is efficient dissatisfaction /
Neutral

Average size 104 43.2% | Moderate
dissatisfaction /
Neutral

Note: This measures the efficiency and responsiveness of the administrative departments in handling
institutional procedures

On the other hand, the assessment of the classroom and information centre facilities reveals
significant shortcomings; the data indicate a moderate level of dissatisfaction regarding classroom
maintenance, the availability of electrical sockets, up-to-date reference materials and functional computer
equipment in the relevant laboratories — factors that students directly associate with how their tuition fees
are spent, as shown in Table 2.
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Table 2
Facilities: Classrooms and Information Centre

Service Indicator Frecuency (n=240) Percentage (%) Prevailing view

The electrical connections are 139 57.9% | High levels of

adequate and work properly dissatisfaction

Are the air conditioners in the 107 46.7% | Moderate

classrooms working properly? dissatisfaction /
Neutral

They have enough chairs, and they 142 60.4% | Acceptable satisfaction

are in good condition

Are all the lights in your classroom 152 63.3% | Acceptable satisfaction

working?

The institution's information centre 94 39.2% | Moderate

has an up-to-date bibliography dissatisfaction /
Neutral

The computer labs are equipped 102 42.5% | Moderate

with a sufficient number of fully dissatisfaction /

functional computers Neutral

Average size 123 51.7% | Acceptable satisfaction

Note: This dimension assesses the physical condition of the classrooms and laboratories used by the
Chartered Accountancy programme

Meanwhile, with regard to the toilets, there is a high level of dissatisfaction, stemming from poor
hygiene, failures in the drinking water supply and a lack of basic supplies needed for their proper
functioning, as well as infrastructure failures and constant unpleasant odours, which affect their academic
performance, as shown in Table 3.

Table 3
Dimensions: Bathroom Facilities

Service Indicator Frequency (n=240) |Percentage (%) Prevailing view

They are clean 146 60.8% | High levels of
dissatisfaction

They have access to drinking water 111 46.2% | Moderate
dissatisfaction /
Neutral

They have toilet paper 225 93.8% | Critical dissatisfaction

They have hand soap 211 87.9% | Critical dissatisfaction

They have a pleasant smell and 185 77.1% | Critical dissatisfaction

don't give off a bad odour

All the toilets are working 159 66.3% | High levels of
dissatisfaction

All cubicles with toilets have a 148 61.7% | High levels of

working door dissatisfaction

There are no leaks in the pipes 119 49.6% | High levels of
dissatisfaction

Men's urinals are practical and offer 144 60.0% | High levels of

sufficient privacy dissatisfaction

Average size 161 67.0% | High levels of
dissatisfaction

Note: This indicator assesses the condition of the toilets at the Chetumal Institute of Technology which are
available to students on the Chartered Accountancy course
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The discussion of these results reaches its most critical point in the area of internet connectivity,
where perceptions are largely unsatisfactory, and students report insufficient broadband speeds and
frequent service outages that hinder academic activities in the classroom; furthermore, a key finding is
the perception of a lack of transparency in the allocation of resources, as shown in Table 4.

Table 4
Internet Connectivity Dimension

Service Indicator Frequency Percentage (%) Prevailing view
(n=240)

You can connect to the university 205 85.4% | Critical dissatisfaction

network from anywhere on the

ITCh campus

The internet speed is adequate for 215 89.6% | Critical dissatisfaction

uploading and downloading

As a student, you are given a 143 59.6% | High levels of

username and password for the dissatisfaction

internet

The network is always active 129 53.8% | High levels of
dissatisfaction

It is very rare for the internet to go 182 75.8% | Critical dissatisfaction

down

It's very easy to connect to the 131 54.6% | High levels of

network dissatisfaction

The broadband capacity is sufficient 212 88.3% | Critical dissatisfaction

for the number of students and the

network  does not  become

overloaded

When you need to go online during 209 87.1% | Critical dissatisfaction

class, web pages load quickly

Average size 161 74.3% | Critical dissatisfaction

Note: This dimension assesses the condition and quality of the internet service available at the Chetumal
Institute of Technology for students on the Chartered Accountant degree programme

Conclusions

The academic community acknowledges that the ITCh authorities carry out corrective maintenance work
in terms of infrastructure and the procurement of materials; however, there is a noticeable sense of
dissatisfaction, primarily regarding the proper functioning and availability of these facilities; This critical
perception is particularly pronounced, largely concerning the provision of up-to-date bibliographic
resources in the Information Centre, the condition of the toilets, and internet connectivity in the
assessment of educational services. These findings demonstrate that educational excellence and/or
quality depends not only on the existence or quantity of resources, but also on their optimal use and
effective preventive maintenance to meet students’ educational expectations.

Furthermore, the effective management and administration of the Institute’s own resources is a
key element in improving the academic experience and strengthening the confidence of the academic
community; the results show that to achieve educational excellence and/or quality, it is necessary to
optimise transparency, and the strategic use of the Institute’s own resources received for any purpose,
ensuring that these translate into concrete and verifiable improvements that enhance the educational
excellence and/or quality provided; this will help to raise students’ relative perception, strengthening the
link between the Institute’s own resources, administrative management and educational outcomes, which
are key to the academic and professional development of Public Accountancy students.
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