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This study aims at evaluating service quality in Educational Centers of 
University of Payam Noor in East and West Azerbaijan provinces. In this 
research, the required data were collected from a sample of 384 students on 
two aspects of perception and expectation using SERVQUAL Model with 
regard to service quality of educational centers.  

The research findings indicate significant and negative gap between 
students' perception and expectation of services quality of educational 
centers among all factors and dimensions of the model, using t-test 
(P=0/001). This means that students are not satisfied with the service quality 
of educational centers of Payam Noor University. Meanwhile, the mean of 
the students' overall perception is 2.68 (below average) and their expectation 
is 4.44 (above high). A comparison  between students gender and seniority 
(sophomores and field) didn't reveal any differences. A comparison of field 
of study it- was revealed that there is a significant difference in f-test 
between students of computer sciences and others.   

Keywords: Quality, Service Quality, Higher Education, University, Student 
Satisfaction.    
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7. Harvey & Knight , 1996 
8 . Exceptional 
9 . Consistency 
10 . Purpose of the Product/service 
11 . Value for Money Through Efficiency and Effectiveness 
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(Dejager & Nieuwenhuis, 2005)

(Sirvanci, 2004; Tan & Kek, 2004; Sahney et al., 2004; Pothas et al., 2001)

(Sahney et al., 2004)
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(Sahney et al., 
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(Hosseini, 1997)

(Mai, 2005)

(Cuthbert, 1996a, 1996b; Owlia & Aspinwall, 1998 ; Wright & Onill, 2002; 
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2006)

 

(Parasuraman et al., 

1985, 1988, 1991, 1993, 1994 ; Zeithaml et al. ,1990)
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13 . Quality = Perception  Expectation  
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(Alvani & Riahi, 

2003)

(Hill, 1996)

(Zafiropoulos, 2006)

(Arambewela & Hall, 2006)

                                          

 

14 . Tangibility  
15 . Reliabity 
16 . Respansiveness 
17 . Assurance 
18 . Empathy 
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(Arambewela & Hall, 2006; Tan & Kek, 2002)

(Alves & Vieira , 2006)
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19 . Cochran 
20 . Kerjcie  Morgan  
21 . Validity  
22 . Reliability 
23 . Cronbach's Alpha 
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(Williams, 

2000; Farahani, 2001; Kazemi, 2004)

(Negahdari et al., 2005; Borahan, 

2002; Rozenbelit, 1999)

(Williams, 2000)

(Rashidkabuli, 2003)

t

t(Tan & Kek, 

2002)

   

t(Tan & Kek, 2002)
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(Sakthivel et al., 2005)

   

(Gallowey, 1998)

(Arambewela & Hall, 2006)
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(Sakthivel et al., 2005)
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  (Mai, 2005)
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