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On Adaption and Installing SERVQUAL in the Field of Education

Heéris Golpira®, Sara Molania
' Department of Industrial Engineering, Islamic Azad University, Sanandaj Branch, Sanandaj, Kurdistan, Iran,

ABSTRACT

This paper, in addition to introduce a SERVQUAL model based on education services in universities
(governmental or private), considers expectations and perceptions of students from four universities "A",
"B", "C" and "D" and studies the relationship of service quality and customers (students) satisfaction in the
field of education to have a reliability and accuracy test. To do this end, a questioner is designed and fulfilled
by 128 students in these four universities — 54 students from "A", 28 students from "B", 29 students from
"C" and 17 students from "D". The responses are gathered in two views of perceptions and expectations. In
this case, two sets of 19 questions in 5 SERVQUAL basic dimensions-Reliability, Tangible, Responsiveness,
Assurance and Empathy- are distributed and fulfilled. Finally the data are analyzed not only in the field of
importance of each dimension in each university, but the comparison of the universities.

KEYWORDS
Service quality, Total quality management, SERVQUAL model.

CAVIZYYARENF  WSal ot anly (oDl o] olSadls aolio (cwiges 05,5 0 IS 5 i Jsiume odinrgi



