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Measuring service quality of higher education at Islamic Azad University of
Najaf Abad in the course of Industrial Engineering Department by means of
SERVQUAL model

Elaheh Salesi, Hadi Shirouyehzad
ABSTRACT

Determining service quality gap in order to make strategic decisions for eliminating or decreasing the gap
is the essential first step for quality improvement plans.The purpose of this paper is to measure the gap
between student's perceptions and expectations and prioritize the quality dimensions in view point of
students of higher education at Islamic Azad University of Najaf Abad in Industrial Engineering . general
guestionnaire of SERVQUAL was adapted for services of higher education and was used for measuring
service quality gap. In the cross-sectional study in the second semester of academic year 1391-1392, 64 of
students were selected randomly and data analysis was done by SPSS 153 software and with the help of
descriptive statistics and Fridman test. The result demonstrated that in all of the five SERVQUAL
dimensions there was a negative quality gap and the quality gap in order from large to small is:
responsiveness ,empathy ,reliability, tangibles and assurance.
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