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SERFQUAL

Abstract 
This research aims to measure the quality of the educational service at the Institute 
for the higher future of specialized technological studies from the viewpoint of 
students through the SERFQUAL model for Parasuraman and others To achieve 
this, a sample of 267 3rd and 4th academic level students from all disciplines was 
selected through the survey method, which included 26 variables measuring the 
dimensions of the educational service, and  Reliability and validity requirements of 
all measures included in the questionnaire were met.. The results of the statistical 
analysis showed that there is a significant positive gap between the students ' 
perceptions and their expectations of the quality of the service provided to them by 
the Institute. The study also revealed that there is a statistically significant 
correlation between the dimensions of the quality of the educational service and 
both the total quality of the institute's students and the overall satisfaction of the 
students. It also found that there were no statistically significant differences 
between students ' perceptions and expectations of the dimensions of the service 
offered by the Institute owing to a variable of academic level or sex, with the 
exception of safety. The study also showed that there are statistically significant 
differences between students ' perceptions and expectations of the dimensions of 
the Institute's Educational service due to the scientific specialization. 
Finally, it has been possible to arrive at some practical recommendations that 
emphasize the need to continue to measure the quality of the educational service 
from the viewpoint of the students and to discover the gap between their 
expectations and their development and work to improve the negative gap and 
develop the positive gap to support the competitiveness of these institutions. The 
focus is on measuring the perceived quality and satisfaction of students and 
supporting efforts and marketing activities that positively affect them. 
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 الخبرة والتجارب السابقت
الاتصالاث عن طريق 

 احتياجاث العملاء الاصذقاءالاقارب و
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 لمواصفاث جودة الخذمت
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بالعملاء بخصوص 
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