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Impact of Service Quality on Customer Satisfaction in Higher Education Institutions

Ayl olgis

Kundi, G. M., Khan, M. S., Qureshi, Q., Khan, Y., & Akhtar, R. (2014).

G LI &|

- To evaluate the student perceptions about the service quality of Gomal
University with reference to satisfaction of their students
a service quality and studentsatisfaction model will be developed by using
SERVQUAL instrument to observe the relationship among them. The objective
of the study was to investigate the impact of service quality on customer
satisfaction in education sector and try to get to know that what are the
main priorities for what a student looking for while getting admission in
any education institution including Gomal University that how much quality is

matter for a student.

Sl aa¥l




Descriptive Analysis

WY

This study is carried out on nearly 200 students of Gomal University DIKhan of Pakistan

to find out Impact of service quality on customer satisfaction in education sector

4wyl poizma

Survey

There is significant relationship between the tangibility and assurance as the
sample population of the study consider these two factors as most important

factors for improvement of service quality in higher education system

il ea

Students attach greater value to their satisfaction from the institution and

its credibility before taking admission

The impact of customer satisfaction and relationship quality on customer retention: A

critical reassessment and model development

Hennig-Thurau, T., & Klee, A. (1997)

- Todevelop a conceptual foundation for investigating the customer retention
process, with the use of the concepts of customer satisfaction and relationship
quality
The role of customer satisfaction in relationship marketing

The customer’s trust, and his or her relationship commitment

ell/ Descriptive

Azl

A Critical Reassessment and Model Development on

John Wiley & Sons, Inc.

4wyl aoizme

Data collection

Al I B

The relationship between relationship quality and customer retention is

influenced by intra-psychological, contextual, and situational factors as well.

! pal

The traditional understanding of the customer’s product- or service-related
quality perception must be broadened for three aspects:

1. A competition-related perspective must be added.

2. The customer’s level of involvement has to be considered.

3. The quality construct has to be differentiated on the basis of changes of the

customer’s internal expectation standard.

Lo gl

WHY DO PARENTS CHOOSE TO SEND THEIR CHILDREN TO PRIVATE SCHOOLS?

Davis, A. M. (2011)

- Toexamine the reasons parents give for choosing a private school education

for their children




- todiscover and understand the perspectives of the participants (parents,

students, and administrators

Descriptive/Compara[ive

eight parents of students who attend private schools, eight students who were third
grade or older, and four private school administrators. Purposeful sampling of this
targeted group of individuals revealed their motivation in selecting private school and

provided the reasons for the school choice.

Interview

The findings revealed that many parents are searching for a better academic
environment that considers their children’s individual needs

Parents and students in smaller schools mentioned one-on-one teacher
assistance; whereas, students who attended larger schools did not find this a
priority. The outcome of this study affirms that academic excellence outweighs
learning environment and extracurricular activities. Overall, the perceived
school characteristics exceeded all other reasons for attending private
institutions. It was unclear, however, if the status of attending private school

was an influencing factor for parents or students.

The results revealed that parents want what is best for their children. The
perceived school characteristics, quality of education, learning environment,
and extracurricular activities are all factors that any parent would like for their
child. There are public schools that provide these services and are doing well.
Further research is needed to determine what public school parents expect

from their schools.
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Abstract:

The world is currently witnessing great developments in various fields. The most
important of these is the field of education, which has witnessed many changes and
rapid development, especially the introduction of electronic and virtual education and
the emergence of many modern teaching methods.

Therefore, it was necessary for the education system to keep pace with these
developments.

Because schools are the first stage of human education in the modern era, schools
sought to develop their environment, programs, and train staff to be able to teach
students in a way that suits their modern generation.

This research aims to study the impact of measuring customer satisfaction (parents,

students, private school employees) on the level of improving educational services in

private schools in the Eastern Province in the Kingdom of Saudi Arabia.

This research was chosen because of its importance for parents to choose private schools
for their children, fulfill their aspirations, and enhance their sense of satisfaction with
what the school provides to their children. This research also aims to educate private
school owners and administrations about the importance of measuring customer
satisfaction and its importance in improving educational services in light of the strong

competition between schools in our current era.

The descriptive analytical approach was used to collect data through the use of the
questionnaire tool prepared to conduct this study. The sample size was 105 stakeholders
of private schools in the Eastern Province in the Kingdom of Saudi Arabia

The study reached several conclusions:

-There is a direct relationship between measuring customer satisfaction and the improvements
taking place in the school and informing customers of that. This means , the more improvements
are made to educational services and the customer is informed of that, the greater the level of

satisfaction with the services provided.

-There is a direct relationship between the school’s response to customers’ suggestions and
increasing trust. The more the school responds to the suggestions submitted by customers, the

more customers’ confidence in the school increases.




There is a relationship between the comprehensiveness of the questionnaires provided by the
school and their clarity, meaning that customers’ response to questionnaires increases when the

questions are comprehensive and clear.

This research recommends the importance of measuring customer satisfaction, studying

the results of the measurements, and taking the necessary actions for improvements to
reach the highest level of customer satisfaction and ensuring the continuation of

students in the school and the continued development of the school.

Keywords: facilitating educational services - private school sector - customer satisfaction
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