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Abstract: Nowadays, interest in quality 
in higher education and universities has 
been increased and paid attention in 
educational researches in international 
area. This descriptive- correlational 
research aimed to investigate university 
educational services quality from the 
students’ viewpoint. The statistical 
population of the research consisted of 
all Master of Science (MSc.) and Ph. D. 
students of faculty of agriculture in 
Tarbiat Modares University (TMU) (N= 
414). Using Krejcie and Morgan’s table 
and simple random sampling, 193 
students were selected as research 
sample (n= 193). A structured 
questionnaire, including end-closed 
answers using adjusted educational 
service quality (SERVQUAL) model in 
five dimensions was the main tool for 
data gathering. A panel of agricultural 
extension and education confirmed the 
validity of the questionnaire and its 
reliability was confirmed by calculating 
Cronbach alpha. According to the 
results, the priority of educational 
service quality dimension from the 
students’ viewpoints included empathy, 
responsiveness, reliability, tangibility 
and assurance. The results of comparing 
tests means showed that there were 
significant differences between the 
students with different courses, different 
average of scores and different gender 
regarding the satisfying from the 
educational service quality. 
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 ��-��R�61382Z�q� �() �?��*7- 3�6 3����1384 �6�5��- �����	 @���J � (
) ��-��R�6 � �0M�1393���� l ��-��R�6 � 3�2	1392��-��R�6 � �CL8 l 1390 l

 ��-��R�6 � ����,K11384 l � �-�� ��-��R�61386'4/�� ,5� � ( +�� +�0��- �6
 ..�-  

'C���-  @�A/AB?'4/�� � +�� Z�M�- ����� ����	 �2 bK?,� 3�6�� '2 �-�?
) �-��R�6 � ����,K1 O/AB?1384 +���- (,1 �-�4� �2 ���	 'L��>� _���� ." �2����-

- �����	 @���J ./0/1 �- �-�6-� �R�:E Z�C� +�5��- ����M��- '2 +�� 'I-�
���	"  '1 - ����6/17 -� +�� 'I-�- @���J ./0/1 �����5Y��E �- �$�  �X�J

2/48  � b���� �$�2/34  -� �	 �$�</��E - '���A� .��,1 r/$�?_4E �L2 '��H
 ./C2�))��K��- ^2 �����6 �</�c? � .���d ����5Y��E �.��J � �R�:/8 �L

�� ���� (U��C� �6'1  �L^2 � ./0/1 ���� Pd���K��-  ,��2 (@-��L? '2 N��)
 �- ,��� �- ,?�2 ���5Y��E �L^2 �..�- �L2  

 �-��R�6 � 3��/\)1392 ( O/AB? � �J �48 +�R��- �����	 @���J ./0/1
 ����M��- +�H�� �- �-,�? +�5��- -� �-�1�,� ��� U��- ,2��,1 �2����- ,2 .

 ./�4� � �����	 @���J ./0/1 �L2- </2 'L��>� <�- N$�\ _���� U��-'2:�  �
/�7- �L24��� .��� 'q\*� @��0?  �-�4� �2 3,5� 'L��>� _����" ./0/1 �2�/���-

����- ��� Z�/E +�5��- �����	 :1-,� @���J��M��2�{	 3�6  +�H�� �- �2,t � �),�
����M��-" �� ����1 �6 �L^2 � ./0/1 ���� Pd� '��K��-  �L^2 � � ,��2

�� � ���5Y��E./��g- ,��� �- ,?�2 3,�iE ���	 O/AB? _���� ��8,7 �- ..�- �L2
�� ���� �d-� ��� Z�/E +�5��- �����	 :1-,� @���J ./0/1 �- ����M��- '1 �6

 �</4n�6 .�4��/�+�H�� </2/1 �5��5; ��TJ � ����M��- 3�6 @���J ./0
e�\,2 Z�) �C/TB? ��� � ./�4� �-�� ��� �?��0? (Z���; �  ���e�\,2 

�C/TB? '��� h�� �� </2+�H@��0? ���	 3�6 ) �- ��� ��-��R�6 � �-��1386.(  
�2-�1 )1998(  ���� '2��� �A/AB? � :/�- �4L� @��0? '1 +�H�� </2 3�-

 �����M��-g/6 3�c�- � ��C� . �-,���+��2� _4E �L2- @���J ./0/1 '��H
�� 'I-�- �����	 @���J ./0/1 <�,��/2 .�- ��� �����	 +�H�� �- +

g/6 3�c�- �����M��- @*/��? � ����6 �L2- � e/?,? '2 ��-,��� � ��C� .
 �R�:/8.�-</4n�6 .���5Y��E � </��E 3-�- 'I-�- �����	 @���J ./0/1 <�,?
 �- +��/6 3�c�- �����M��- +�H��g �-,��� � ��C� ..�-.  

ـــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Ruby 



... ������� ���� ����� ���� �� ������ ����� �	
	� ������  79  

 

 

U�� � �-,/?1 )2006 ( ���� ��� <�- �- +�0��- �2 9��J O/AB? ���-  '1
 ..�- ��y�2 =>� � �C/TB? +����� @���J ./0/1 3-,2 ����M��- @-��q��-

 ���� _���� <�- �</4n�6- r/Ld ����5Y��E '1^2 <�,? '2 -� @���J ./0/1 �L
 ��T�J- �J.�- +-.  

) �-��R�6 � �CL81390 ����M��- 3�4����d� ���-,/E 9��J 'L��>� � (
 �) ���	 '2 +�� 'I-�- @���J ./0/1 �- U��� ./2,? +�5��- 3�����1 +�R��-

 �C/TB? ���89-88 ./C2�) �L2- '1 ��- ���� .��J ./0/1 ��� �- +�0��- �2 (
��- �? ��- +�5��� � e/?,? '2 �R�:/8 b�-,� � </�c? ����5Y��E �����6 ���K

.���� P)-� �M4E  ��K� '2 O/AB? <�- h�d�� <�- ���,2�2  �C/TB? ��� � ��	 '1
91-90  �C/TB? ��� '2 .K��89-88  ����M��- '2 +�� 'I-�- @���J ./0/1 �

.�- +- a� �?��0? �,/J �� ,5� �?��K� '2 @���J ./0/1 � 3,//�? '; �
) �C/TB? ��� � ����M��- '2 +�� 'I-�- �����	91-90 (�2 '���A� �  ���

) �C/TB?89-88 ('�8,H @��$ ..�-  �-i�<�- �O/AB? �2 F�6 �C1  ./0/1 �2����-
U��� ./2,? +�5��- 3�����1 +�R��- �����	 @���J  ��� �- +�0��- �2

 -,�- 'C\,� '2 �-�1�,�.��	 � '>2-� </�6 � 3-� � @-�y�2 )2005 ( '1 ���A�L�
�� ����M��- .��d� =>� ���,2'2 ��-�?+�-��- 3-,2 3�-:2- �-�4� ,RC�� 3,/H

������3�6  .,/H �-,) +�0��- ��� �����	�C1 F�6 �2�/�� 3-,2 +�� ,1{ �
 �$�T�J- F-�6-,��  ,q� ��.�-:  

1. r/$�? �HD������M��- �����	 � 3,8 3�6 'L��>� ���l 
2. +�� 'I-�- �����	 @���J ./0/1 �- ����M��- .��d� �-:/� r/$�?  �

3�����1 +�R��-l 
3.  .��d� �-:/� '���A�����M��- +�� 'I-�- �����	 @���J ./0/1 �- 

e�\,2 �HD��.���	 �����	 � 3,8 3�6 
 

IJ�K8 ���  
O/AB? <�- �0/$�? h�� �-- � �5��K�6 .�- +�� Z�M�- �����/E ��� '2.  'L���

 ./2,? +�5��- 3�����1 +�R��- ����M��- �O/AB? <�- � 'L��>� ��� 3���	
 U��� 3,�1 � ���- ���4���1 P>A� � �) ���2414N=��/� <�- �- '1 .(  �2

���� �- +�0��-  ��H��� � ���,1)1970'���� ��� � (+�� �8�T? 3,/H  -�L?

ـــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Tyran & Ross 
2. Dulawat & Rai 
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201  ,0�'23���	 '���� �-�4�� P�� '2 � X�Y��- ���	 �- @��*7- 3��	�� Z-�)-. 
�����. 193  N/�R? '��4��,E �� �.8,H �-,) N/CB? � '�:M? ��� )193n=  .(

'��4��,E �- O/AB?  9Y2 �N/R�? ��.�- +l  � ��- 9Y2 ���,2 ��q4� '2
 �- ����M��- .��d� @���J ./0/1 ��� �- +�� 'I-�- �����	 @���J ./0/1

) �-�1�,�22  � ('��H13 ) 96�DE @�/2- ��,� 3�4K� ,2 '��H ��-��R�6 � ����1
1390 l ��-��R�6 � ����,K11384 l ��-��R�6 � �-��1386 l �p�� � 3��B��\��
1387 l��A0�-�{  �3��B�,�� �1382 l�4�� 3��T\ 3���2 � 3��1387 l ����,K1

 �3,K1- �1387 l��-��R�6 � �CL81390l  �3-� � @-�y�2005(  <�- .�� +�0��-
'��H �6./C2�) �L^2 _4E e��) � ��K��- ) .��J8 ) ���5Y��E �('��H7  �('��H

) </�c?11 ) ����6 �('��H6 b�-,� � ('��H ) �R�:/83  U��- ,2 �('��H r/7
 @,R/�_4E) ����)J/C� �1 =1 l�1 =2 l3��\ �?= 3 l���= 4 l�C/J ���= 5 (

�2 . Z� 9Y2�'��4��,E �HD�� � 3,8 3�6�����	  ����M��-�� ���,2 -��41 .
 ��q4� '23,6�s � ��-��B� ��-�� ���,2 '��4��,E� ,q� �-@- �-���-  _��,? Z�C�

 '��4��,E ����	 �\*$- @-,q� ����- �- pE � �� +�0��- 3�����1 ����	 �
 <���? ������� <//L? 3-,2 .�����E  -�L? :/� ��1i� '��4��,E30  '��4��,E �- 'Y��

? '���� �M\ �- ���J �3���	 'L��� ����M��- b��? N/�R��  '1�2  'K��B�
,d9Y2 3-,2 a�K��,1 3�0�	 e� '��4��,E �����E e�-,d �'��4��,E rC�Y� 3�6

 </270/0  �?87/0 ��	 .� '2  ����)1( . �- +�0��- �2 3��	,H �- pE @��*7-
Z,� �-:8-SPSS  � .8,H �-,) N/CB? � '�:M? ��� F,H����1 ����	 �- +�0��- �2

+- ��2 ���,� �- r�,/��- .�� N$�\ ��4/�7- �6 N/CB? � '�:M? 3-,2+-�6  �-
����$� ���-�-,8 N/K) �- �7�K4��- � �0/$�? ���	 3�6�  �</5��/� @-,//�? e�,d

 �����	 3�6t  �F �� +�0��-.�- +. 
  

 "��M)1( &��@ ���'+IN ��* O�:��*� ��
�� ���-� � �J) &��;� *8 PA�N� ��J193n= (  
&
�R�  &��@ ���'+  �
�� O�:��*�  
����6 6 74/0 

���5Y��E 7 79/0 
./C2�) ��K��- 8 82/0 
b�-,� �R�:/8 3 70/0 

</�c? 11 87/0 
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&�.���JIJ�K8 �  
�@K��?���S���� ������ � ��*. ��J  
+- ���� 3�6)2( �� ���� '1 �6./�4� 5/43  O/AB? ����� -,8- �$��� 

 �5/56 �	 �$� �6 ,�.�- . <� </5��/� ����M��-35/27  ��/L� F-,B�- �2 ���
37/3 .�- ���. <�,��1  ����5Y��E <�23  ����5Y��E <� <�,��/2 � ���42 

) �t�2 � ��-�� Z�C� +�,H �- ����5Y��E �-:/� <�,��/2 ..�- +�2 ���5/29 � (
+�,H �- ����5Y��E +�,H <�,��1 -�L? �2 ��/7 ���,E � ��- Z�C� 3�623  ,0�

)9/11 +�2 (�$� �C/TB? P>A� u�B� �- .��-7/48  � ���- ���4���1 �$�3/51 
 :/� N6`? ./Ld� ,q� �- .���2 3,�1 +�� ����M��- �$�7/76  � ,M� �$�

 ��4?3/23 �� ���	 �$�` U��� ./2,? +�5��- '2 ��� ��� ,q� �- .���2 N6131 
 ��� 3��� ����5Y��E �- ,0�1389 ��\ ��4? � 10  3��� ����5Y��E �- �$�

 ���1386  �- 9/2 ��L� .���266  </2 � b���� �\ � ����M��- �$�16  �?18 
.�-.  ��\20 ���� ��L� 3-�- ����5Y��E �- �$��  </2 �4L�18  �?20 �4��6. 
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 "��M)2( �@K�� P	T�+) ?���S���� ������ � ��*. ��J193n= (  
*	U��  *	U�� V�(   �����*.  �T��  

./�4�  
,�J  84  5/43  
,�E  109  5/56  

�C/TB? P>A�  
���- ���4���1  94  7/48  

,�1  99  3/51  

�C/TB? '���  

w�J � X	  30  5/15  
_��,? � �T�)-  28  5/14  

  P��4(($ � ��/((�-:/��R�
��-it  28  5/14  

�t�2 � ��-�� Z�C�  57  5/29  
 � ��- Z�C���/7  23  9/11  

H/+�R�:E�  27  1/14  

+�5��- '2 ��� ���  

86  19  8/9  
87  20  4/10  
88  23  9/11  
89  131  9/67  

�CL8 P>A� ��L�  
16- 14  23  9/11  
18 – 01/16  128  3/66  
20 – 01/18  38  7/19  

 
 

��� &W��� ������ ����� �	
	� �� ?���S���� ���X�  
 ����)3(  .��d� �-:/�- '2 .K�� ����5Y��E @���J ./0/1 rC�Y� �L2

 �- z� ,6 � -� �����	_4E �� ���� �����	 ./0/1 �L^2 ���� _���� .�6)3( 
�� ����/2 '1 �6- �- ����5Y��E .��d� <�,�� 'I-�- �����	 @���J ./0/1 �L2

� �- +�0��- �2 +��- � e/?,? '2 �@-,//�? e�,d #J� �L21) ����6 (303/0 
CV= �(2) ���5Y��E (324/0CV=  �(3) ��K��- ./C2�) (344/0 CV= �(4 b�-,� (

) U��C� � �R�:/8383/0CV= �(5) </�c? (405/0CV= (.�- _���� <�- ,2 +�*� .
 ����)3( �� ���� @���J �- ����M��- .��d� �-:/� <�,��/2 '1 �6 �����	

���H '2 ��2,� �+�� 'I-�-  ����M��- �2 ����	 ��41��1 ��J,2 ��2 e��4�
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)229/0 CV= +��	 '��H '2 OCL�� @���J �- .��d� �-:/� <�,��1 � (�,1 
����	 'I-�- �2 +�4�	 N�� 3-,2 ����M��-) �C�� � 3,q� 3�6547/0 CV= (.�-. 

  
 "��M)3( &:+� ��; �� ?���S���� ���X� PA�N� ��'� ������ ����� �	
	� �� ��� &W���

��$���� )193 n=(  

��'�  &��@�J  Y	,��	�*   [�*\��
��	'�  

 ]�*X
��*		U+  &:+�  

��
�5

Y�
�E

  

 3-,2 �M��- '2 e��4� �?�L��>� P2�4� 'I-�-
,��/2 'L��>�  95/2  11/1  376/0  1  

 � ����� � ��46-� �-���- ��2 U,�� �
�M��- ��/� Z�546  00/3  18/1  393/0  2  

 3-,�- ��2 </��- � @���J � �6��1 =/B$
'L�-,�  66/2  12/1  421/0  3  

.��� Z*�-�-���- '2 �M��- 'L�-,� 3�6  67/2  16/1  434/0  4  
 +�,H .�,��� '2 ��,�� .����3-,2  ��/2

�6��4�/E � �6,q�  87/2  29/1  449/0  5  

 ����M��- 3�6��4�/E � @-,q� ����-
 �����	 '���,2 � �����	 NI��� +��2�  39/2  09/1  456/0  6  

��-��1 �C/TB? +����� @���J  11/2  02/1  483/0  7  
h��M�  66/2  13/1  424/0    

��K
��-

 .
/C2�

)
  

 � ���� �?�L��>� P2�4� '2 ���	 ��,��
+�5��-  52/3  05/1  298/0  1  

 � .Kj �M��- �C/TB? O2-�� 3�-��5�
.��1 � �1 ���2  32/3  02/1  307/0  2  

 �q4� �CR� '2 U*1 '�C� ,6 e��>� 'I-�-
,5��R� �2 bK?,� �  17/3  02/1  321/0  3  

+�/� '2 e��>� 'I-�- 3-,2 w� N2�) 3-
�M��-  04/3  98/0  322/0  4  

��� � 9�- <��- � ��41��1 �8�1 @�
�-[� '2 ]��E3�6 ����M��-  10/3  01/1  325/0  5  

./��L8 Z�M�- +��� ���� � �-���- b��? �6
+�� +-  85/2  06/1  371/0  6  

 9�-:8- 3-,2 �8�1 �?�L��>� P2�4� ���
�M��- �TTY? �6�H	  74/2 07/1  390/0  7  

 ,��/2 �*? @��$ � ,��2 +,�� e�1
�M��- b��?  67/2  20/1  449/0  8  

  h��M�  05/3 05/1  344/0    
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��'�  &��@�J  Y	,��	�*   [�*\��
��	'�  

 ]�*X
��*		U+  &:+�  

</
�c

?
  

U� U*1 � ����M��- .1���� �-:/�  31/3 93/0  280/0  1  
�8�1 #TY? �- �-���- 3�-��J,2  92/3 16/1  295/0  2  

 3�6����� � ./)*J �- .���\
����M��-  87/3 15/1  296/0  3  

 ]��E 3-,2 �-���- 3�� �- .)� ��T�J-
����M��- '2  90/3 16/1  297/0  4  

N/��?  h�d�� +��2� ,q� ��K? � �B2
�-���- b��? U*1 � U�  82/3 15/1  301/0  5  

 9�-:8- 3-,2 �8�1 �?�L��>� P2�4� ���
�M��- �TTY? �6�H	  29/3 03/1  313/0  6  

�-[� �- �-���- ��KA��- �-:/�3�6 
����M��-  19/3 12/1  351/0  7  

 � .1,� 3-,2 e��4� '4/�� �M�-
9���6 3�6����J � �CJ-  53/2 22/1  482/0  8  

 �2 ���4�	 � ����2 3-,2 Z�y @*/��?
./��L8'A>4� 3�����1 3�6  06/2 11/1  538/0  9  

 3�6��/� �2 +�� 'I-�- e��>� </2 e��4?
'L���  09/2 13/1  540/0  10  

 +��	�,1  �2 +�4�	 N�� 3-,2 ����M��-
����	 'I-�-�C�� � 3,q� 3�6  88/1 03/1  547/0  11  

  h��M�  71/2 10/1  405/0    

��
��

6
  

 �2 ����	 ��41��1 ��J,2 ��2 e��4�
����M��- 96/3 91/0  229/0  1  

 Z�546 �M��- 9�-�	 � ./4�- U��\-
��41��1 �2 U��? � N��L? 65/3 03/1  282/0  2  

U*1 3�-:H,2 ���� ��2 e��4��6 48/3  06/1  304/0  3  
Z-,�\- �2 Z~�? ���8� ����M��- �2 �-���- 44/3 07/1  311/0  4  

��� '� � �1 '� �e��4� r/��R? �- 05/3 07/1  347/0  5  
F�>L�- '1 �$�J b�-,� � �-���- 3,�iE

��	 9/E �M��- 3-,2 .�- <R�� 
01/3 17/1  388/0  6  

  h��M�  43/3 04/1  303/0    

�R
�:/

8 b
�-,

�
  

 � �6�5�����	 @���R�- ��2 e��4�
�?�A/AB?  90/2 09/1  375/0  1  

 ���� �R�:/8 @*/��? 3,6�s ./2-i�
+�R��- � +�,H �  84/2 08/1  380/0  2  

 � +�,H � 'L��>� 3-,2 Z-�	 �>/B� ���
+�R��-  11/3 22/1  392/0  3  

  h��M�  95/2 13/1  383/0    
* :J/C� �1 =1 =�1 l2 =3��\ �? l3 =��� l4 lJ/C� ��� =5  
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 P	T�+������ ����� �	
	� ��'� 
 ����)4(  �- z� ,6 � -� ����5Y��E .��d� �-:/�_4E  @���J ./0/1 �L^2

�� ���� �����	 ���� _���� .�6)4( �� ���� .��d� <�,��/2 '1 �6
 ����5Y��E- �-� �- +�0��- �2 +�� 'I-�- �����	 @���J ./0/1 �L2 e�,d #J�

- � e/?,? '2 �@-,//�? �L21) ����6 (303/0 CV= �(2 (��K��- ./C2�) 
)344/0CV= �(3 (�R�:/8 b�-,� )383/0 �(4 (</�c? )405/0( � 5 (���5Y��E 
)424/0 (.�-.  

  
 "��M)4( &:+�) ������ ����� �	
	� ��'� PA�N� ��'� ��;193 n=(  

*	U��  ��'�  Y	,��	�*  ��	'� [�*\��  
 ]�*X
��*		U+  

&:+�  

 @
���

J 
.

/0/
1

��
��

�	
  

���6� 43/3 04/1  303/0  1 
C2�)/. ��K��- 05/3 05/1  344/0  2 
-,��b 8/:�R� 95/2 13/1  383/0  3 

�c?/< 71/2 10/1  405/0  4 
�5Y��E�� 66/2  13/1  424/0  5 

     *1 ��1 �C/J :2 ��1 :3 :�? ��\3 �4 ���� :5��� �C/J :  
  

�@K�� &F��-�&.*^ � ��*. ��J?���S���� ��  �_�� ���X� ?�`	� � &(�� ��
������ ����� �	
	� ��   

</5��/� '���A� ����	 _������ ���� �6�4L� @��0? '1 �6 � �-,�J </2 3�-
�-,�E �	 .��d� �-:/� �2 ��K?�- �- �- �� �2 .�- ��� @���J ./0/1 rC�Y� �L2

 � � @���J ./0/1 �- .��d� �-:/� </5��/� '2 '��?�� ��8 +�,H,1 ��/2 �-�? 
'1 ) ,�J ����M��-55/108 Mean= ('���A� � 2� ) ,�E ����M��-50/102 

Mean= ( 3,��/2 .��d�.���- �����	 @���J ./0/1 �-  �-:/�Cohen’s d  ����
��+�,H +�-��- '1 �6�6 ,/j`?  ..�- '��- 'C$�\ 'M/�� ,2 ��1,2 +�*�  �<�- _����

�� ����(3,�1 � ���- ���4���1) ����M��- �C/TB? P>A� </2 '1 �46  �-:/� �2
@���J ./0/1 �- ���	 .��d� �4L� @��0? �����	3�-  ����) �-�� ���5.(  
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 "��M)5(  &F��-����X� ?�`	� ?���S���� � �� ������ ����� �	
	� PA�N� ��' ]F^*
 a(-� � �	F;M�A	b\+  

*	U��  
 V�( 

*	U��  
���'+  Y	,��	�  

 [�*\��
��	'�  

 ?����t  
�;'� c( 

����  
Cohen’s 

d  

./�4�  
�-,�J 84 55/108 13/20  

*886/1  047/0  13/0  �-,�E 109 50/102 62/22  

 P>A�
�C/TB?  

 ���4���1
���- 

94 14/101 57/20  386/0  432/0  -  
,�1 99 83/103 40/22  

*�4L� =>� � 3�-5 �$�  
  

</4n�6 </5��/� '���A� _������ ���� �6 </2 '1 �6 �2 ����M��- �C/TB? '���
 +�� 'I-�- �����	 @���J �- .��d� �-:/�@��0? �4L� 3�- �$� _4E =>� �

@��K� '2 .�- ���  �,5� ����M��-'���3�6 �C/TB? rC�Y��  @-��q��-
@���J ./0/1 �- �?��0��  ����	 _���� .���- �����	LSD  ����M��- '1 - ����

+�,H � Nt�� �����	 3�6H/+�R�:E�  <�,��/2 ��-it P��4$ � ��/�-:/��R� �
 '1 .�- ���\ � <�- .���- +�� 'I-�- �����	 @���J �- -� .��d� �-:/�

+�,H ����M��- <�,��1 �t�2 � ��-�� Z�C� </4n�6 � w�J � X	 �����	 3�6
 3�����1 +�R��- � +�� 'I-�- �����	 @���J �- -� .��d� �-:/����- )� ���

6.(  
 '���A� �2 </4n�6.��d� �-:/�  �����	 @���J ./0/1 �L2- �-e�\,2 �L� �

����M��-  #Y����  </2 '1 �2 ����M��-+� ���L� rC�Y� 3�6��TJ � 
@���J ./0/1 �L2- �- .��d�  �����	�4L� @��0? ��� �$� z� =>� � 3�-

 ����	 _���� .�-LSD �� ���� �6 '1'1 �����M��-  3,?y�2 ��L����- 
)86/113 Mean= (</��E ��L� '1 �����M��- �2 '���A� � ���- 3,? </5��/� �-

 3,?y�2 .��d� '2 .K�� @���J ./0/1 �����	+�� 'I-�-� �-��J,2 �4��6 
)� ���6.( 
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 "��M)6� �� ���X� ?�`	� &F��-� ( ������ ����� �	
	� PA�N� ��' ?���S���� d �+
]F^* "�'� � �A	b\+ &���   

*	U��  *	U�� V�(   ���'+  Y	,��	�  
 [�*\��

��	'�  
 &M��
�����  

 ���-�
F  

Sig.  LSD  

�C
/T

B?
 '�

��
  

) w�J � X	1( 30 46/97 62/20  

5  *88/1  020/0  1 > 2�3� 6  

) _��,? � �T�)-2( 28 46/106 65/19  
 P��4$ � ��/�-:/��R�

) ��-it3( 
28  67/107 52/21  

 �t�2 � ��-�� Z�C�
)4( 

57  52/99 63/22  

 ��/7 � ��- Z�C�
)5( 

23  34/102 41/18  

H/+�R�:E� )6( 27  44/109 19/22  

 P
>A

� �
�L

�
�C

L8
  

16 - 14 )1( 27 82/92 19/16 

2  **03/2  013/0  1�2 > 3  18 – 01/16)2( 124 10/101 96/20 

20 – 01/18)3( 38 86/113 32/21 
*�4L� : =>� � 3�-5                          �$�**�4L� : =>� � 3�-1 �$� 

 
</5��/� '���A� _���� ,5� ./0/1 �L2- �- .��d� �-:/� </2 '1 - ���� �6

 @���J �����	e�\,2  ��� ��� �M��- +�5��- '2�4L� @��0? 3�- ���
 .�-�� '���A� 3-,2 ����M��- +�H�� �- �����	 @���J ./0/1 �L2-e�\,2  ���

+�5��- '2 ��� ,��1 @�AK7 �J,2 � ����M��- -�L? 'R4�- '2 '��? �2 � �\ �-
) ��M�25 ��R��,1 z�,��-��E�� ����	 �- �2 (,0� - ���� _���� .�� +�0��- p/�-�

 � +�5��- '2 ��� ��� </2 '1�0? �����	 @���J ./0/1 �- .��d� �-:/��4L� @�
,5� @��K� '2 .�-�� ��� 3�-� ��� � 3��� ����M��- rC�Y� 3�6 .��d�

 ����R� ./0/1 ./Ld� �-+�R��- � +�� 'I-�- �����	 @���J  ����) ���-7 .( 
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 "��M)7 ���X� ?�`	� &F��-� (��,���� & ���� "�  ]F^* ?���S����  PA�N� ��'� ��
������ ����� �	
	�  

*	U��  
 V�( 

*	U��  
���'+  

 Y	,��	�
&:+���  

 [�*\��
��	'�  

 &M��
�����  

 ���
*��$ �  Sig.  

 '2
 �

��
 �

��
+�5

��
-

  

1386  19  63/94 94/18 

3  53/3 317/0  
1387  20  90/107 62/29 
1388  23  60/103 59/24 
1389  131  66/102 74/19 

 
e\f ��&S	�*	@ �J��_;�	8 �  

+�5��- +��,�- @�Kj- 3-,2 �6�J .1����  �P�-�� 'L��? �,�� +�4�-:8 ���8 3-
�4��6'2 �3��7 OAB? ��K) � ���5Y��E '1 <�8�� OAB? �� � <�8�/� �����	 F-�6-

) .�- +�� @��,d '2 N��K?������1 �2004 @���J ./0/1 �U��- </�6 ,2 .(
 �-��J,2 ����? N2�) ./�6- �- +�� 'I-�-'2 ����M��- ..�-3��� �-�4� 3�6

<//L? 9A� �6�5��- Z�q�+�441- ./0/1 </�c? �4�	,8 � -� 3-��0 ��<�- �- .�441�� �
 +�H�� �- �6�5��- �����	 @���J ./0/1 ���,2 �O/AB? <�- �C1 F�6
 ./0/1 ��� �- +�0��- �2 U��� ./2,? +�5��- 3�����1 +�R��- ����M��-

 @���J �����	 �-�1�,�.�-.  
'�8������M��- .��d� �2 '>2-� � O/AB? 3�6  �C/TB? ��� �)91-1390(  �-

_4E �L2- ./0/1 '��H ./C2�) �����6 �L2- '1 - ���� +�� 'I-�- �����	 @���J
</�c? ��R�:/8 b�-,� ���4/�7- �� ��K��- �  e/?,? '2 ���5Y��E.����- � ��- 3�6

.���- �-,) �M4E �? '23��7'1  ��4/�7- ./C2�) � ����6 �L2- �- ����M��- .��d�
,� �L2- �- ���	 .��d� � y�2 '2 b���� =>� � ���5Y��E � </�c? ��R�:/8 b�-

) �-��R�6 � �CL8 'L��>� � .��	 .� '2 b���� =>� �- ,��11390(  </�6 �
�+�R��- .����- 3�42 �C/TB? ��� �) ����M��- .��d�89-1388( �- _4E �L2-

@��$ '2 '��H :�2 ,��  b�-,� � </�c? ����5Y��E �����6 ���4/�7- ./C2�)
�R�:/8.  �,5� @��K� '2 �����6 ���4/�7- ./C2�) �L2- �- ����M��- .��d� �-:/�

 ,��1 �R�:/8 b�-,� � </�c? �L2- �2 '>2-� � � b���� =>� �- ,?y�2 ����5Y��E
 b���� =>� �-.�-�� <�-,2�42 . '1 .8,H 'M/�� �-�?�  ��� �C/TB? ��� �

'L��>� .��d� �-:/� �- 3�����1 ����M��- ./C2�) �L2- �- U��� ./2,? +�5��
 ��-�4; @��0? ����6 � ��4/�7-.�- +,R�  ��  +���� �)�2 b���� =>� ���6

ـــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1
 . Johnson 
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.�-� ) �-��R�6 � �CL8 'L��>� �2 '���A� � ���1390 �- ����M��- .��d� �-:/� (
.�- +,1 -�/E �A?�- Z�� 'K?� '2 �R�:/8 b�-,�� �4;,6 2 '��? �2 'L��>� � ,6 � '

2 </5��/�' � ..�- +�� �2����- b���� =>� �- ,��1 .��d� �-:/� +��	 .�
�� </�c? �L2 �- ����M��- .��d� �2 '>2-� ,6 � �L2 <�- ./Ld� '1 .0H �-�?

.�- +,R� �),8 'L��>� �. ,5� @��K� '2�  </�c? �L2 �C/TB? ��� � �7 �
.�- +- ��T�J- �J '2 -� Z���; .����- �����	 @���J ./0/1.  .��d�

 '�8,H �J '2 ���:� ,/� �C/TB? ��� � �7 � ���5Y��E �L2 �- ����M��-
.�-� '23��7  � �CL8 'L��>� � � .����- <�,J	 ,d�\ 'L��>� � �L2 <�- '1

) �-��R�61390- � ( '1 �- �-,) Z�� .��������+�46  ����M��- .��d� 96�1
.�-) �-��R�6 � �-�� .1386'L��>� � :/� ( .��d� �-:/� <�,��/2 '1 ��- ���� 3-

 �L2 �- .��d� �-:/� <�,��1 � ��K��- �L^2 � �����	 @���J ./0/1 �- ����M��-
..�- +�2 �R�:/8 b�-,�  

 ����M��- .��d� ���,2 �'��H �- 'I-�- �����	 @���J ./0/1 �L2- 3�6
�� ���� _���� ���	 '2 +�� -� .��d� =>� <�,��/2  �����6 �L2 '4/�� � '1 �6

" �2 ����	 ��41��1 ��J,2 ��2 e��4�����M��-" -� .��d� =>� <�,��1 � 
"F�>L�-iE�,3 ��	 9/E �M��- 3-,2 .�- <R�� '1 �$�J b�-,� � �-���-"  '2

) �-��R�6 � �CL8 .��- ��T�J- �J1390 'M/�� </4; �J O/AB? � :/� (
 -� ��2�����,1 ��-:H'��H ��4/�7- ./C2�) �L2 � . 3�6" P2�4� '2 ���	 ��,��

+�5��- � ���� �?�L��>�"  �"? @��$ � ,��2 +,�� e�1 b��? ,��/2 �*
�M��-" �4��- -� .��d� =>� <�,��1 � <�,��/2 e/?,? '2�  �CL8 'L��>� � ���

) �-��R�6 �1390'��H ( 3�6"-�-I+�/� '2 e��>� '�M��- 3-,2 w� N2�) 3-"  �
" +�H	�,1 3� b��? +�� Z�M�- r/��R? �2�/���- 'M/�� �- �M��-"  e/?,? '2

</��E � <�,?y�2 <�,? (��4/�7- ./C2�) �L2 �) -� .����-��- ��T�J- �J '2� . 
 '��H '2 .����- <�,?y�2 �R�:/8 b�-,� �L2 �2 '>2-�"��2 e��4�  @���R�-

�?�A/AB? � �6�5�����	" L��>� 'M/�� �2 O2�>�) �-��R�6 � �CL8 '1390</��E � (
'��H '2 .����- <�,? " � 'L��>� 3-,2 Z-�	 �>/B� ��� +�R��- � +�,H" 

) �-��R�6 � �CL8 'L��>� 'M/�� �2 '1 .8�� ��T�J-1390 � .�-�� .A2�>� (
 b�-,� .����- <�,J	 �R�:/8 @*/��? 3,6�s ./2-i� �-��R�6 � �CL8 'L��>�

.����- �2 '>2-� � .�- -� �R�:/8'��H 3�42'��H �</�c? �L2 3�6" .1���� �-:/�
U� U*1 � ����M��-"  � .����- <�,?y�2.�-  � �CL8 'L��>� 'M/�� �2 '1

) �-��R�61390�-�� .A2�>� (.  Z� .����- � '��H <�- �-��R�6 � �CL8 'L��>� �
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</4n�6 .�- �-,) </�c? �L2 �   '��H" +��	�,1  �2 +�4�	 N�� 3-,2 ����M��-
����	 'I-�-�C�� � 3,q� 3�6" </��E .����- <�,?- -�.�  'L��>� 'M/�� �2 '1

) �-��R�6 � �CL81390,5� @��K� '2 .�- .A2�>� (�  � ����M��- .��d� �-:/�
��� �7 </�c? �L2 �- '��H <�- �2 '>2-�2 ���R� 'L��>� ��� �C/TB? 3�6 +�

 '��H ���5Y��E �L2 � ..�-" 'L��>� 3-,2 �M��- '2 e��4� �?�L��>� P2�4� 'I-�-
,��/2" ) �-��R�6 � �CL8 O/AB? 'M/�� �2  O2�>�1390 '��H � ("��-��1  @���J

�C/TB? +�����" ) �-��R�6 � �CL8 'L��>� 'M/�� �2 r��Y�1390 <�,?y�2 e/?,? '2 (
) �-��R�6 � �CL8 'L��>� � .��- ��T�J- �J '2 -� .����- <�,��1 �1390 (

 '��H"��-��1 .����- � �C/TB? +����� @���J ,J	  NK)��"  '��H �" .����
�6��4�/E � �6,q� ��/2 .�� +�,H .�,��� '2 ��,��"  -� ,J	 .����-�J '2 

��- ��T�J-.  
'�8���4L� @��0? '1 - ���� O/AB? �C/CB? 3�6 � ,�J ����M��- </2 3�-

2 .�- ��� +�� 'I-�- �����	 @���J �- ���	 .��d� �-:/� �2 '>2-� � ,�E' - <�
 @���J ��� � ,�E ����M��- '2 .K�� 3,��/2 .��d� ,�J ����M��- '1 �4L�
 '1 �����	 @���J �- ,�E ����M��- @-��q��- ��?��K� '2 .���- +�� 'I-�- �����	

�6 ,�J ����M��- �- ,��/2 'I-�- ���	 '2 ��41-.�- � �CL8 @�L��>� �2 '�8�� <�- .
�-��R�6 )1390 � ��? l(z11 )20023:�� � ���1 l(2 )2002( .�- ���6 2 ��-� 

) �-��R�6 � �-�� @�L��>�1386) p�� � 3��B��\�� l(1387 � ��A0�-�{ � (
) 3��B�,��1382.�-�� .A2�>� ( 

</5��/� '���A� _���� ,����� ���� �6 ��L� � �C/TB? '��� </2 '1 �6
 �����	 @���J �- .��d� �-:/� �2 ����M��-�4L� @��0? +�� 'I-�- ��� 3�-

 �- 3� @-��q��- � @��0? ���2 �- ��L� � ,8 �C/TB? '��� �,5� �?��K� '2 .�-
.�- +�� �����	 @���J ./0/1 . <�- '�8��2 'L��>� �) �-��R�6 � �-��1386( 

'�8�� �2 � ���6 3�6 ) �-��R�6 � ����,K11385 ( ���6 ,/t.�-� . _���� ,5
 '���A�</5��/��4L� @��0? '1 - ���� �6 ./0/1 �L2- �- .��d� �-:/� </2 3�-

 @���Je�\,2  'L��>� �2 :/� '�8�� <�- .�-�� ��� +�5��- '2 ��� ��� � �-��
) �-��R�61386 ( .�- ���6.  

,5� 3�� �-� ��,1 ����	 _������R �- .��d� �-:/� </2 '1 - ���� p/�-�
 �����	 @���J ./0/1e�\,2 �4L� @��0? +�5��- '2 ��� ��� ��� 3�-

ـــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  
1. Tan & Kek 
2.  Kamal & Ramzi 



... ������� ���� ����� ���� �� ������ ����� �	
	� ������  91  

 

 

 .�-��P)-��  � +�2 ���R� @���J ./0/1 @-,//�? ���� @��0�� ��/��� ��7 �
�	 ���� � 3,//�? � � ';� <�- ..�- +-�� a� .K�� .�� � '; � �04� .�

>� �2 '�8��'L�� ) z1 � ��?2002( � '2 �J 'L��>� � ���	 -,�� �-�� .A2�>� ��
�4L� F*�J- +���- @���J ./0/1 '2 .K�� +�H�� � +�5��- '2 ��� ��� </2 3�-

.���2 +,1  
 ,j- �'��H z� � </��E ./0/1 '1 .�- +- ���� ,5� @�A/AB? �J,2 _����

'��H ,��� ,2 �H�441����? .�- �6�'��H ,��� � ./0/1 .8- e��� �4L �- �6
 +�H����.8�+�441 �� @���J�� ��-��R�6 � ����,K1) 1385 .(<�- ,2�42  '>2-� �

+- ��T�J- �J '2 -� ����M��- .��d� �-:/� <�,��1 '1 3�-�� �2 ���-
I-�- N�{ 3�6��4�/E�� ' :��  

 - '���,2 3:��3-,2 �,2 y�2 ��-��1 l�C/TB? +����� @���J 
 - +,�2 3,/H�-���- ���/� �- 3-,2 e��4� �A���? � ��:/5�- 3�6�,2 y�2 

l���	 ��R��E � �*? 9�-:8- ��q4� '2 ����M��- ')*� 
 - '���,2 e��4� ��� 3:��3-,2  ,��/2 ��K?�- 3�-,),2 �2 3,q� 3�6�\-�

'2 �C�� 3�6�\-�@���� 9�-:8- ��q4� 3���	l��1 �-��2 '2 ��� 3-,2 ����M��- 
 -  3-,2 ��/��? @��C� 3�-:H,2�-���- '2F�>L�- �K�2 � v*$- ��q4�

��J b�-,� � ����M��- �2 ��J,2 � ���	 � 3���8� 3,�iE 
 - �� �*?y�g+�,H �-,��� � +�R��- �3�6 	 � Z-�	 b/B� �M�- � �����

+�,H � +�R��- � 94? �- �� '23�6 '2 �����	 ����M��- N��L? � ./��L8 ��q4�
/6 3�c�- �g.,5���6 �2 ��C� . 



���B ���� �����  92 

 

a�;�   
- �-D�,0L�� ��\ \ ���/\�<� )1384 .(+�-��-H/,3  �2 '�/2 @���J 'I-�- ./0/1

 @���J ./0/1 +,��H ��� �- +�0��-).1,� 3��� 'L��>� :(�-�1�,� 3�6
�/�	 '�/2�,K�- ��-,�- � � ��- .'�/2 .L4$ '��4CT8� 20)3(� 113-148. 

� ��A/A\l��B � ���/A�� ��B� �/ � �����/1�L� )1387.( 3�-�8� .��J: 
@-,j- ./0/1 @���J � 9A� �M��/� .��d�3�4� 3,��� .9�- .�,���� 

16)60-61 �(53-72. 
��A0�-�{� �� <�B � �3��B�,����B )1382 ./0/1 �- ����M��- �2����- .(

/6 3�c�- p���?g'��� ��C� .+�5��- �����- Z�C� 3�6 .�-,�? ,�� 3�6
���8� ����- �11)6( �17-28. 
� �3�2	 ����l�L� � ���/L/0� �/M8 ��K�,t �<�, )1392 ./0/1 �2����- .(

��� �2 �����	 @���J  SERVQUA:  �R�:E Z�C� +�5��- ����M��- +�H��
 �����,1����,1 �R�:E Z�C� +�5��- ��C� 'CM�  �18� 104 -112.  

? ��-��l�A � ��5�,�2l�d���B � �3���@:� �- � ����,R���0>T )1386 .(
���-/2�� 1/0/. @���J :1-,� ����	� +�5��- E/Z� ��� ����-�63 �2�{	���M 
),�� � 2,t� �- �+�H� �M��-��� .96�DE � '���,2��:3 � ����	 ����� 46� 
67-90.  

 �3,R���/�l�0>T� �/� � ��0�l�C���B �94��-,�- 8l�6, �/2- �+-� � </�
� ���E��B�'2�KB )1394�2����- .( ./0/1 @���J �����	 '2 �-��/�� � 

�������/23�6 �����	 +�5��- Z�C� �R�:E ���,1 ,2 U��- ���  .�-�1�,�
Z�H ��6�DE ��C� '�,���R�:E ����	 � 'L��? 3�6 �12)1(� 159-167.  

����4� <����,8 �l�C �0��� �'��-,8- �l�/M ����/$ �*/ � 3,6-�� ��4���- ���B 
)1390�2����- .( ./0/1 @���J �����	 +�5��- Z�/E ��� �-��6 ,2 U��- ��� 

 .�	�1�,�96�DE � '���,23:�� � ����	 ���� �17)3(� 135-151. 
� ��\��8l-,6 � �3-�� � '�-�� ��LY��{� )1382.��d� ���,2 .( ����M��- 3�4�
�-�� +�5��- �R�:ER�:E Z�C��  �J,2 � �J �C/TB? '��� '2 .K�� ���,1

 .�	 '2 bK?,� N�-�� �-Z�H�R�:E ����	 � 'L��? 3�6 �1)1( �32-40. 
� ��CL8l�/L � �3,C5/2� </5 �R�:Et �-��d,�* )1390.��d� .( ����M��- 3�4�

 +�� 'I-�- �����	 @���J ./0/1 �- U��� ./2,? +�5��- 3�����1 +�R��-
 .��J ./0/1 ��� �- +�0��- �2 ���	 '2SERVQUAL . � �T�)- @�A/AB?

�-,�- 3�����1 'L��? �42 )2(� 199-207. 



... ������� ���� ����� ���� �� ������ ����� �	
	� ������  93  

 

 

������1 �l-,6 ����01 �l��4� �)�$� �,8� N/� 3���� �����0$- 6'�� )1392 .(
F�R� </2 @-��q��- � w-�- ����M��- �- @���J �����	 'I-�- +�� � 

+�R��- .�,��� � h*7-����� �R�:E +�5��- Z�C� �R�:E �-,/� ,2 U��- 
��� SERVQUAL .'L��? 'CM� ����	 � Z�C� �R�:E �6 )12(� 69-78.  

� �����,K1l�C � �3��2��l�L� ����J�� �-D�� zC E ��0>�,/��d�:��, )1384 .(
��-�2�� �M��-��� +�5��- Z�C� R�:E� �-�6-� �- 1/0/. @���J ����	 �'I-�- 

+�� '2 ���	 .K7/e �,�� 7 )2(� 139 -146. 
� �3���� ��B��-�K)1383 .(�\-,7 � <//K? ���/� �2����- ./0/1 @���J ���/�

3�6 �?��*7-����E ...�,��� +�R��- ��-,�? +�5��- �3,�1 '��� 
 \ �3��B��\��� �/� � �p���C )1387+�� ����	 ./0/1 ���,2 .( 3�6

+�� <�- ����M��- +�H�� �- �-,�? +�5��- 3�����1 +�R��- ���- ���4���1
 .�6(3�����1 'L��? � �T�)- +D��) �-,�- 3�����1 Z�C� �39 )2(� 207-213. 

 � �3��0t,/�e/K\ �/�- )1384.( ,2��1 ��� N/CB? F�R� � 9M4� ./0/1 
@���J .1,��63 P���? 3�,/� �,2 )��� :���- </1,��� �,2 ����,�� :� .(
</���/2 p�-,041 </2 �CC��- �,2.23  ��-25 .+�� ��2	  

� ��0M� l</�-- �����-,Jl.C$�2 � �3��B�� �d � �3�CH -,�/)1393�2����- .( 
./0/1 @���J �����	 ,2 U��- ��� �-�1�,� )SERVQUAL .('��4CT8 

@�L��>� +�-��-H/,3 � �2�/���- �����	 .4 )6(� 11-27.  
E ��C0M�l���, � ��2�AL�� ,0L � ����K�.��4 )1394� ���,2 .(['0�h*7- ���8� 3�6

 .��M�� +�5��- 3�����1 �C/�R? @*/TB? ����M��- �2�� � �T�)- @�A/AB?
 'L��?�����13 �-,�- .3 �541-550.  

- �.L8� 3��/\l�{�2 <��� ����4�� �,8 � �C- �3��,E</� )1392 ./0/1 �2����- .(
 ��� U��- ,2 ����M��- +�H�� �- �-,�? +�5��- �48 +�R��- �����	 @���J

 .�-�1�,����� ����	 '��� .6 )22(� 25-39.  
 �4��3�� � ��B� ��2�J,� � �3���2 3��T\��, )1387 �- �J,2 '���A� .(

� N�-��[+�� ����	 ./0/1 ,2 ,j � ���- ���4���1 3�6+�5��- �/�� 3�6
 .r�,� ��L4$ � ����2�-,�- ���� ����	 'CM� �1 )1(� 57-80. 

 
Akkilic, E. M, & Semeric, C. (2005). The measurement of 

customer’s satisfaction in education services marketing. 
Pakistan Journal of Social Science, 3 (8), 997-1001. 



���B ���� �����  94 

 

Arambewela, R. & Hall, J. (2006). A Comparative Analysis of 
International Education Satisfaction Using SERVQUAL. 
Journal of Services Research, 6, 141-163. 

Coates, H. (2005). The Value of Student Engagement for 
Higher Education Quality Assurance. Quality in Higher 
Education, 11 (1), 25-36. 

Douglas, A. & Douglas, J. (2006). Campus Spies Using 
Mystery Students to Evaluate University Performance. 
Educational Research, 48(1): 111-119. 

Dulawat, S. M. & Rai, S. R. (2005). Satisfaction level of 
students as a tool for performance measurement. 
International Seminar on Strategic Role of HRM in new 
millennium on 8-10 January, 2005 at IPS Academy, Indore. 

Firdaus, A. (2006). Measuring Service Quality in Higher 
Education: Three Instruments Compared. International 
Journal of Research and Method in Education; 29 (1), 71-89. 

Hill, Y. & Lomas, L. (2003). Student’s perceptions of quality in 
higher education. Quality Assurance in Education. 11, 15-20. 

Johnson, R. L. (1994). Assessment requirements practices and 
rational in NAIT accredited baccalaureate degree programs. 
Colorado State University. 

Kamal, A. & Ramzi, N. (2002). Assuring quality service in 
higher education: Registration and advising attitudes in a 
private university in Lebanon. Quality Assurance in 
Education, 10 (4), 198-206. 

Karydis, A. Komboli, M. & Panis, V. (2001). Expectations and 
perceptions of Greek Patients Regarding the quality of dental 
health care. International Journal for Quality in Health 
Care. 13, 409-16. 

Kebriaei, A. & Akbari, F. (2008). Quality Gap of Educational 
Services at Zahedan University of Medical Sciences, Iran. 
Bangladesh Medical Research Bulletin, 34 (3), 76-89. 

Krejcie, R. V. & Morgan, D. W. (1970). Determining sample 
size for research activities. Educational and psychological 
measurement, 30, 607-610. 

Lopez, I. G. (2005). Building Universities of Quality: An 
Analysis of the Views of University Students Concerning 
their Academic Training. Higher Education in Europe, 30 
(3-4), 321-334. 

Parasuraman, A. Zeithaml, V. A. & Berry, L. (1985). A 
conceptual model of service quality and its implications for 
future research. Journal of Marketing. 49, 41-50. 

Parasuraman, A. Zeithaml, V. A. & Berry, L. L. (1988). 
SERVQUAL: a Multiple-item Scale for Measuring 



... ������� ���� ����� ���� �� ������ ����� �	
	� ������  95  

 

 

Consumer Perceptions of Service Quality. Journal of 
Retailing, 64 (1), 12-40. 

Ruby, A. C. (1998). Assessing satisfaction whit selected student 
services using SERVQUAL, a market-driven model of 
service quality. NASPA Journal, 35 (4), 331-362. 

Sahney, S. Banwet, D. K. & Karunes, S. (2004). 
Conceptualizing Total Quality Management in Higher 
Education. The TQM Magazine, 16 (2), 145-159. 

Sureshchandar, G. Rajendran, S. & Kamalanabhan, T. J. (2001). 
Customer Perceptions of Service Quality: A Critique. Total 
Quality Management, 12 (1), 111-124. 

Tan, K. G. & Kek, S. W. (2002). Service Quality in Higher 
Education Using an Enhanced SERVQUAL Approach. 
Quality in Higher Education, 10 (1), 17-24. 

Tyran, K. C. & Ross. C. S. (2006). Service quality expectations 
and perceptions: Use of the SERVQUAL instrument for 
requirements analysis. Issues in Information Systems, 7 (1), 
357-362. 

West, E. (2001). Management matters: the link between 
hospital organization and quality of patient care. Quarterly 
Health Care, 10, 40-48. 

Zafiropoulos, C. (2006). Students' Attitudes about Educational 
Service Quality. The Cyprus Journal of Sciences, 4, 13-23. 

Wechsler, M. E. & Shields, P. M. (2008). Teaching quality in 
California: A new perspective to guide policy. The Center for 
the Future of Teaching and Learning. 

Jusoh, A. Omain, Z. S. Abdul-Majid, N. Md-Som, H. & 
Shammsudin, S. A. (2004). Service quality in higher 
education: Management student perspective, University of 
Technology Malaysia: Research Management center. 
Retrieved from http://eprints.utm.my/2742/1/71982.pdf/. 

  
 


