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Abstract

Background and Aims:This study was conducted with the aim of evaluating and
ranking the quality gap in educational services from the student’s point of view.

Methods:The method of this descriptive study was a survey; The Statistical
population was randomly selected and consisted of 706 students of the first semester of
the academic year 2015 — 2016. Data were collected by SERVQUAL standard
guestionnaire which consist of accountability, empathy, guaranteed, Reliability, and
physical conditions. Data analysis was performed by the use of Spss.18 software, U-
Mann Whitney test, Kruskal-Wallis, Wilcoxon, and Pearson-Spearman correlation.the
entire six grade 8 books, the component related to mental health with 732 and physical
activity with 735 cases allocate the highest frequency, and control and prevention of
diseases was the least frequent with 6 frequency.

Results:There is a negative gap in all 5 aspects of service quality from
perspective of students. Average for each quality gap aspect was observed respectively
in physical conditions (- 0/83), accountability (- 0/82), empathy (-0/78), guaranteed (-
0/68) and Reliability (- 0/68). There is no significant correlation between gap, in each
of these five aspects, with variables of different academic terms and sex demography.
There is a significant correlation between quality gap with the academic study level
variable with exception of guaranteed and accountability aspects. The grade variable
have an impact of all of aspects except empathy and accountability. There is no
correlation between fields of study with quality gap except in physical conditions.

Conclusion:The results shows that students find the quality of educational
services insufficient, therefore the Academic policymakers can use these results to
increases the quality of educational services in universities.

Keyword:Quality assessment, Administrative services, Gap analysis,
SERVQUAL model, Perceptions and acting
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