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Impact of Service Quality on Customer Satisfaction in Higher Education Institutions

Al oleis

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 aalll




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

4yl poizme

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

fuzeid|

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.

i lad) oleolydl Jdxs 13-1

el e el aluls 3 9 40,0 bl L 5 Adudas Ak il 8 2Ll ol ! ciagas
leasd) Baga olidy i Lols clide Lo 9 dadaill Lo Aalise

A Lolaadl g o L) il Bouall bl pany (edlinal g

9 &arlandl J5lugll 9 cudluadll 28K jushaty iz Apagaud dupall ALl 3 Ada¥l Loylall ) @
LTS | B JUPSN RCCT INNES DRI UE-51 PP UL | POV SO
Aodall aleusdl 8aga (e 5 "Q-QLA) ooledg e Dlaall o TAPS|

Adle Bagar ol mquylike 3 Aenall cleasdl T 950 Ala¥l Lyl § cnlelall
Ayl Ayl e Zla8) gl v s sLilsl Ly B 3 L8 s
Bl (e Jssamdl 9 edlaall Loy (olid Buloe § @ligaie uzgs

B Golall e Lz aiadl slall (3 2ST 0985 e ol Ly daad ()
A g 55a¥1 s Lol ae Jalastl e Auda¥l Guplakl 3 Jeall @8l o5 dea




S| Juaall 2
PR IAY

Learaddl iladsedl g 1-2

st 9 zall) "deaadl Giladss o Jiadl dans @aas” Lre il yad Busy Bagl e
ile 5 Beasdl 219l 3lany cile Casyatll s § cnsle (e 05SE (£ 9 (143 2mie 2016
Aausd) a5 44,8 of Aelaall 219l Blazy

oeek3 ] a3 a8 Bagly Jpaald 4y cvatll @5 Lo leals (2 Basll 0 (e oLl 0 iSO 34519
Jueadl Sladgs Bean Lo

Aadle

e Lo Jiadl quuand €Y1 gralall Hlas ) (e pedaddly 3lan Lo US 529 (028Y1 JLxl
bl S (1 Ll malidl jLas b 3laty Lo Lpes sl gidasd] bl alasiwly
Bes Adlally wulasdl @dlall oy Oolasdl Jiomsg ¢ Joad) Gguad alazc¥ly @lasld 2o DU L L
(gwelyadl Jsaztll e uSTallg (g €91 5Lt S
Lirag Learbadd] Akaadl dugundd 55081 e Loy dllall auias S0 lousdl g oazme sa9:pusdl Jlzll

Lyl o Jeolstll Wy eyl @l (Al Lonall Zmially olagyl Sleasl
Lapgg el llg camally c)lolslly

Chugzs el aaizmlly saedl eldoly Al auias 31 Aa oMl Al i) gag €Y1 pe Jlxll
09 aaizell (& Ayl (ye Bz Byguo (309809 Ayl LBl Agasy Adlall clylis ady
Lapeg (aylally colasludly e shatll malll Lole Alzd¥)

owdlidly B9all dparlail) Ll sy gl bl g9 ¢ peiad!) pusilly el Jlmo
Lozl B39 (esad (B laolially 2oall § 0585 o Jten 8 Leontds &1 olaisly 5l paiedly
2 S IS (e Tl WL ALl

el Bagar Leled cilbaad oudeiad | Gyhall 22

25 o gl ol (pad ¢ ol Sy oyl all 3 9 Ll § leasdl Baga (wliad A gine Gk cIlia

ol gl had 2l IS 50 i 555 0 aladl IS Lgas ilBgly Ugumas dmpions Aalaie 4yl
olall Gyl ads oyl (iaay 9 Ao ALl clivuzmtl) ae Spazdl Jabasel el @z ¢ale 2olg JS 550
lga¥l Calizesg cloaze) Baga oo uSTll oyl aladl M5 dalizes Bl IS duslgdie Slinay

09 Lebyoll ol Auig AT UL Aaylo auly (10 oiad dunyts 9l AaulaT A4S, 5 IS Auoliss s




A8V 9 59lSall 3aslive of Ayeudl ilelazadl of Aaseadl cMLEL of SWISL Aas,b ady 0
Sleasl Bag> wlid 9o 9 iy B g Aclade mlid 6055 CAPYS(IPFERN 2 9

2299 Ldelomig il ol e ol Alae iy T Lo Bogell ol od Lty Blall cualzs | Laga
Lonzeiad) @lgo¥l ddels Lolid Uayl @l (a9 ¢ olial) Adant (gl jomll ga Ayushatll lalazdl
Bl wlud) e Jgusazll dsnseiud) ool dlaims (o aSTly oliall

eMeatl L;b) 3-2
blaa¥) gz byl dslaally quaidl 7Ll olud ¥l Hsad ga ale JSay Lyl
sy 2yl sia culy LlSa dila L 5 L) Byt Tadg 5,801 L adiy 31 sl Al LinT 2 pa g

(2016

oo ddad Aol s @ads @3 b G e Maadl g Loyl O Aalad) il el (e iy
Aalises Lo 3 3eud (98w duleg (3 e daliss 98w 3,9 JS cilades 18 oleal|

et 809 gl Losal) Aaasedl e 3y deeadl 0956 o ekl crad Jroadl g cnli a2 Ll Laly

Loyl Sgiun pdty oyl 2ous (putda g 655 Dlineay nysl rudlio soeds

$oLaid ¥l goruldl (ealatll Gotun « pardl izl Jio Loyl Gt (e 5355 55T Jalse liag
Dgads ccug Lew BLEAL ég\ﬁﬁji Slhyglat cpe iz Loy e Meall 48,00 ‘a..\.ndiag_’l.g_w&a’\ oo lapsgo,all

Otawzmilly pglatll J) dalate US e z Lz cioltl Jead (il G o Maadl Lisy e Jguazetls 14
MMLMD ESLL]JHua‘)Jij!.EJb

Loyl oled Auloe ot 2ula¥l Luplakl dalgs @1 Sligaiall 4-2

Bl e Jgsamld dulyng ooy ) 7 e G ldeadl (o o Maadl Loy (olid 2ulae oo L ¥

.E}.‘gvl\

Lz ls3 G lisasall oy Lol olid Alas oLl ligaiall o adST1 2ol yu)lull 415

3

Lapdas die odleall Loy ol A8la5 14 aue ]
Lebelomsy Aol s BLALY slue] o dxpmiall A g g a5 (593 ol dl 1895 aue oo
Lzl e Balazu
el alerad oy (ruces balas 3929 aue
Bladll oleas e mely laly edeadl (amy pletal pue &




Ayl (18 (e Ayl Al o Maall @b e 7
leadl oildlais 20ds de dupull Byud ause 7

Jud Slgasall sda Jdds glmag Lpdles Lay oliad alaizel) Sbsasall (uyus o duyae JS e 1]
ookl sl




ol il s uadll 3

R || él.’u’j Cmdd Az ild | ile | 1-3

s e edleall Loy 3T Goledd Lelst @3 (31 Bzl le W19 Aslagd) dl,ull aall 1da Jobidy
Lopall 2Ll 28,500 dahill § 2da¥l Lolall slad e Luapdes dahuS Zagdad) cloasl
o 09 Ly Lo by LU muasady susiwdl madly duludl Clual iy (1o cdyagadl

(JWl (o yall doeiings gl el (e Baolydl bl Jalos § puiseiad) Silasl ogluyl

A;r..‘:u." @Q.LAZ-?)

e caiay sl 589 avosd! /bl zead| gl aldseid @3 ) dlyull Claal Gadms ol e
:&oed| e 3-3

Llbas> Gadatdl dasg «(105) Comd) digad caslid] ¥l il syamdd 2sbasyl c¥alall plasiwl @
el e aibias ea¥ (oye bbby (Glas Juleild dxllo Bliul (e

el Uil Zigall o3 aigs :(1) Joiz

66.7

333

100.0

Jog 983 Aieall 51,37 (pe %33.3 Audg L) dieall 51530 (o0 %66.7 dud & (1) Jouzdl (10 iy

+ 39S ) dcud oo AST EUYI Awd of U3




el il Uil aiall ol 81 auies (1) JSAJ1

(@obeall CBlymi¥ly lucedl Jasugill) gl pudims iyl lsbias¥ :(2) Joux

QLQLA}?‘

!

okl dlo
Valid

Missing Jaiae

Soleall ol =¥

0.474 okus pid (bl Byl Loty 0.33 Jolay Jawwsil! o (2) Jou!




-t A yud by ABMad| w31, 891 au365:(3) Jou

Ayl Ly A8l

4eaST AN Al ol Aud deudd! Shsadl deadl

35 &)13) 5l goulai ol
55 (<5l p1) 31 Jo
100.0 14.3 15 s of b

100.0 # gael

33.3 33.3
85.7 52.4

g &l %14.3 9wl J0 %52.49 5)ls) 03l %33.3 (3) Jouad! (0 riiaty

b
[T
=
@
=3
o
]
—
(T8

e bl ST el al L (A7l oal s
T A yhally ABDIa

Byl b Mt e 51,3Y e (2) S|




(@oleak! Byl ylud! Jasugil!) dyukly 483atlalas bl Slilasyl :(4) Jguz

aLgL,a.a.}N
Lyl Ly A3t

ookl s
Valid

Missing udiase
Ssleall ol =)

0.666 ($okus o (bl | B sl Loty 1,81 Jolay Jawwgidl 0 (4) Jouzd| o

Al Ly iy 1 byl L1 (5) s

Led oyl — Lpd el — Sl 9) Lpd (uys (21 Al L

LeST U Al | bl ded Al SlySall

29 2.9 29 3

47.6 . . 47

100.0 . . 19

819 . . 36

¢ ozl

%18,1 ¢ %ymb %34,3 ¢ il ¥l %44.8 ¢ JabY| ‘_,'al.p > 0 L? %2,9 &)1 (5) Jouzed! o 2]
Abweidl




2l dae 1 L ot 1 Rl el L oty Al g A Al

Frequency

ailaiayl i

Dl el [ g G pdT [ Tl gl L gt Al Al pall s jall

sl yl) S A oMl aies (3) S

Hllall L oy 1 Al yell Slslias¥ 1 (6) oz

Slalbasy|
Led w).ﬂ — L8 Jesl = @M/@.’\ Led Loyt ‘zg\.ﬂ CIESNG
ol dlle
Valid

105

Missing J&ids
@Lyl\ Jb:.’"z(\

0.803 (g9lus o (Golenll Bl pmei¥l Loins2.68 Jolay Iass gtk 4] (6) Jouat| oo




Lali Jolas Zayd o1 e .(Cronbach Alpha) tlag,S Lati daylay bl Sl gus Cmdl coud>|
oo Al 81 LS9 190 oy 9l Latl Jalae 2B oof Lale Ll (gtn (e Juiy 129 0.934 (g9lud

ldag « J81 Clall oo 3o yn 3929 e du ol e Ll A3 ol on G dle aldagag e cds us gl
Jle old ol b ol de Jus

REIIR) @a.b_ L_;LLH Jj..x.zﬂ L_éﬁ

leil] Sl Asbas] :(7) Joun

Sl sue #lag S Lali
(Cronbach Alpha)
0.934

18
Lo S Latl A lay obedl| ool poled (7) Jour




LAY 591 @leall Bl ymi¥ly Lucell Jasugill :(8) Jpuasel!

bl ] 1yl

ORSTERTY

Byl

1.009

210

Loyl e e b yaill de gisia Jilug duyuk | putdeind sasslorc¥-1
Loudll wleusdd! e

Lyoald ala 2yl Silous (e Ll y uled O wdze] s laie¥-2

I Gl oy Lape of LAWY e 5L eial :dslaie! -3
Ayl o Crtancmtd pseind L oS Ayl | Lo diins

Aoy Bageie Linyll polid oy ilas ST Al 2psLeze 14

oo Lape of SLLALWY § duyill oo Guas Q1 Al s Laze¥I-5
1919 ga Ul (2191 ezt Alalds 3kl

O] Sl Ada (pe douds W Ayl | coemiind 8 lziul -6

Sy e Sy O g Byl § Gglaladl sdylein] -7
cdiwd |

Lesbo e EMSCALT Jomy duyld | @i L -8

Ayl clelally 2a) :aaill -9

Ayl Byls) @ (38 :aandl -10

L@ﬁ)b.daow ‘_5\.1&..\3 ’M)-\l‘ LA PWES 5.53.?- a8l -1

A LoDl il o gl (585 Hyutl ] (§ Soloutel Bog :AaLI-12
L]

Ayl Silyly3 § Aas g :aadll 13

Gyiun ady (po (Seit] sle CMeeud Ad gy duyull p 95 Lyl -14
[ PWES

St gy (oo Sa) oy iy Mg AT Anyll pgdi L, I1-15
Lelonss

Lyull oda § Jies GigST Lyl ya il sl dI — 16

wolys ale JS Slantiel| ] Gegsly 33 i 2 91417

ad gy (M) O luwsmdly duoy | sals 1539118




R JES] .>|3Lo.l§@'494&4.>.5,u:‘_&l@ha.llJ|,:d)’|3&,.)wl‘la.w9.ﬁ.|Q».u(B) Jouzl!
393,00 8 3,9 L &kl

(Lol e el 57) 3810 Lo JI (s 28t :(9) Jouar

ol sLas | )

Spearman’s rho Ayl il

&5 Gl lawe=dlly
Led

LLs! Jelas L, I
Correlation Jeee 80 L, L il Olescw jLas|

Coefficient EORNIPRTSE Spearman'’s rho

WY sgiue
Sig.(2-tailed)

Lall gz
N

Ot Ao dg29 do Jub Low 0.475 Jolay s Jolas oof Glo g sbis | o0 (9) Joudl iy
b et @39 Ayl § Sobivummtll il LS Logo A5l 38e 3929 (de Jub dum Lo Il 31

an,.na oA )9 ads :'3 Loo eDeal) olw=d!

i g 4l oo 3Nt (10) Joutl

Olapw HLas| gl

Spearman’s rho Q loasdl Bag>

T PV RCE D
Lol plosas¥ily padl

Lol Jolas
Correlation EHES I Olesew Hlas |

Coefficient douds W dwyoll cumiwd Spearman’s rho

AV Sgiun Ozl Sl Ada (ye
Sig.(2-tailed)




Al g Bylatudl (r e 929 e by Lew 0.579 Jobay oLl Julas &1 (10) Joudl zs g
Cropd) Ao oty Jiaadl agdiig Ayl | iy AT 31535 & litusetld By | 3ylomiunl <ol oS Eor
.Et.w)..\.c.U ?L&.fé—"yb

b Wi | od 9 daill Lo guing 9 aliedl At gads (o 48Nl :(11) Joui>

Olow HLas| Lo leae|
Spearman'’s rho @has I Yl
lans of bl S
Ayl 0 Gylall ye
9Ll (plpdl alels
ERKY |

Ll Jalas
Correlation Lo Olosw HLas |
Coefficient Glias &1 A Spearman’s rho

Y Sptn agia Lyl ol e

Sig.(2-tailed) Ao lgg
Ligall o>

N

UL (o 398 Ao 3929 (e Juby Lew 0.518 Jolay L ¥l Jalas o (1) Jouzdl e

Lol Mol gy  voledd Aunpukl Loyl &1 i) Aot ool LodS i (61 . 81wl 79099 Aol

ol g 19.449." Acud Saly




LY il 248053

oardl lall =l o lasl Aasde @ LI @l e shl>] @ oM Jdeddl I (0
5 eall ¢‘J ‘_j ol sgmg e Jon ldag (daidlg ¢ Maall éi) wld b Foids Glan b ua}@.‘x_“aj

alall s oL Ll s ) bl e 5

coole oo AST U uple @ 5-adld U3 35ay 5 598l o ASTLLILY e 3,0l g&LY I 3us @
ol
el Goloes 59a¥1 s Lol alozal (e Jobs 19 %52 Auds 59031 ¢ Ldol (30 393 (e Jguamell @3
LY A ¢ L s Sla) poguazll 5
& Adblly ¥ alazal (e Juy Les ddle cilS 2gslad) g asland ol L (e 393,01 2l
PYS [N [} PEE ERDN-PRIESVR IS L PEVSNONL EIESVR B RES I EN U ES U P
Aaalel Ayl sl
Aegite ae LT 5 Ldloe Loy polua! Byl 2da¥ll oslall putud
L 5 e Maall il g livuns o 3 s LSS Lo Jl g 531 o 2,k 28 llia
Ll
Apall @ 3t Balse Adlall 9 55e¥l Lol ol AaL duyull Bylmiasl oy A8Me Slia
ol LalKa Ll olua!t il e Jguamedl 5 Laddgads 2sadll 7aung o 2g3 A8Me llia
Ayl 2o g Buyae bl colS LS disly alid]




1Ol gl ol il 1-4

Jomazdl @3 §ls bl Jeloes day (o el L) Jum g5 31 ol Liiaa¥ ) s L ke Jima]l i 8
il lang oedl e ogs S Sluostll (o degazma ,S3 @iiw UiSy ol 31a1 Goybo (e Lele
Sestun gl (Say Eiged

Ada¥l Ayl L i of oy @ el @l o el My (2 Adadl oylalll § edlaadl Ly 48,20

Al Ll asll g Led L) et Glassg Aousdl Gyiue iy Aoyl jushaiy 2801 551

Sy Loytig sl iy Leaplas 0 2ula¥l Goplall e cam () U] (o spatall cllia ells ol
Ll (309 Leanlys @ Cmagaddl pem ys| iy 9 axtlally dpaially oliall lalas L aass (590

Slacdlee 4y Gueg bo duwyull auis Ja

SeI3 oo JBT of Janll culadiys (Bady dayitl) Aoutas Lo o

S5 Uatl SN > e 095018 s

e leall donylay W ALl olyluaiadl e 5,1 B8 Ky cyke Joall @3l Ja
TLdhes Lisy oo uSls oS

8 Ledlae ol Al 3 Jes o Ligle 13Lag @k Loy Sgiuas bedles o Al § dlas Ligle 13Le
Cdonds las (amsly

S Loy L3S0 o Lyl Sgtame ulid] (gls e darlomy (e Ja

TLMes iladys 3ams o S

Slsloas s ey malisy Syt e i 4 Ldlae (61, Ll of uSTli oS
Sl ple S @ uyaall jolas ua gy Ja

Syl 3 yashat (ye dlads Loe Lpdlee olay S

§Sliae ey Lipdles Camy a8

§ el parzll 3o Wdlos s Bt Taae Lipld Ja

§ gkl ool § Lo e Jgoadl 23 G ey &1 Byguall 2 Lo

oele iy 0zl ol Baga (ya uST Ly g (e Lo Al duyin IS (e camy (&1 @il o sl Sl
Apagadl Ao yall ALl § ealas)l Jlome (§ 2yl lyslazlly Llls supaad! duslill Jls 8

‘3 E\.L.LA;}" w)\.J..U é Lol olous! MJ& & Maall Lb) BJL!}J L(f faLL.E_]\ o QL_{.@}S Sl 4.51.:3
Laay uagaudl dppall Sl § 48, 4l aakasll

Ayl =il ‘A.LBJ.U 878 S Loauss @Jl Awyld) Slousd! ‘3 £ eall 9\} 49,20 -




gkl g syl e 8yatll 8aL3) e Meall Ly alid Jslaugl 5 9359 8Dl -
Busae @6 e Jpsamll dxislyg dngagio Uil g -

e eall Loy (&1 oo aald bl 2yl 3, -

Ay B9 ol e MSCEL > -

aadl gud 1045 3T Ui JSCiS i€ ‘_,a_-fz(l.@ Ladses! @3 Bupd lely>] éL s -

ol Syt ady cpo Lo oylal] o Scaxad By b E)lad adss -

Al 2l 8 (o guasdlig ety dugyall Holaty auas -

eebanll § &l sl sl 2816k @ulanll el Lo g1l Jiluog pdss -

(o S @ ALl Byl g Adlall 9 59a¥1 e Lol e 3,01 e dsyukl § cndeladl s -

oo Aol pogadl oylall (3 L deaSall alaseiul (o jreill goiwdl e Lolazl (e Janll 3y9,45 -
Az leaSall Codludly chshall 23K e dyadll 3 palud &1 Jiluglly codludl 48K pdg5 M5
RVPAEST| - WPV PRSPTINEL | Y [ESPE P PRES ST

Geazt] Lygasdl Apall ALl 3 Aorlatll clucwiall Sla Lias¥ly GlslSd | 18K yuglaty plozal -
Adel9g 3e S, 2030 aSLall 45, Cblial

i) § onis Ll ol Aall 2-4

Jaall 3392 oLl Lela¥ 2la¥ll oladl Lold e 58,5 o abled) coluolyul) (e a3l el
Sladly Ao qolaill Aysga el 2 yal) ASLaL) § @l 8yl39 pes Ul

ezl e Ja¥) 4y aad W 2da¥l oladl Gadat il Alys ¢ly2)

Ada¥! ol o el of Aol oy aid Olewd e dulya ely2 )

e oyl paay ad ol Glead] olewd e Aalys sl

oo Budgadl B pall ALl § 2lladly Aula¥l u)lakl IS 4z lss Lo aies il 61y




sl e

381

adial /odtadl Wiy o
adlall / cdlall ?i
adlall / cdlall

é)‘é?’b ‘égJ.aJ." pﬁl.h.” J.B}A
Apsgaad) dooyall LI § 28,401 Asaill 3 Ada¥l uplull 3

e dil8ya9 il Lasyg oSee A

e edeadl Ly oled 31" 1y gy poiaur Wl Ay (2 pieitd Ly gy JT e il T LT g2
ALl 4yl Aabail ) § Adall lul plad e Bddas dulys / Araplaid] Siloniid| e
"33 gl Ayl

- dilead 3 4801 Blelpe pe olusiaa] Al pean (oo LWL a,SEl 0Ske Jobi dule

ot B O£ S ] (ag ¢ 35083 ( 5) cr0 AT Bykid () LAl Al e lo¥1 s Lile
& Slowill yoghas 3 Aeal e el U il g ginga Jgo eyl demg e Fpatll LiLdud! oda
WIS

o2 Y] A i (g <Gy S et alanll i Lirea i (1 bl ol STl 3515
eI 5,81 g ASTYI Loyl 1§ At gkl alpdall e Ala¥l § A8l B g5 clin g2 yl5 . edall il
Lalah eliglas

adl yomgagdl Sleglall 1

S5 ST
/ &) el s Aoyl Ly 285l
(<l
JLLH! (ol | gyt @1 dlyd] als L
/ Led updl [ Gl -Gu! Lo
Le Josl

Ol diwl .2




dslexe¥|

Byal] de gia Jibag Ayl puerud
Leaall Sleastl e Loyl guwe e

Byl Sloss oy Lisly olid oof dzel
Et.w).\.q.U ‘GLQ

oo lagé ol UL e o, ezal
LS Aoyl Lo 301 Lol

Loyl olsd e alias (1 A
FESSNEYS dogin

lane sf L § ahas &1 2l
VS END-E DRTURPRE SN I
) 5¥1g Bgull o 1sal

Ll

Sl Aae cpo doads W dwyall Comiud

el

JSCia O g Aoyl (§ Oglaladl
duarwll L.STJ-‘L-’,)-‘“

Lesb wie cOISCAL ey Byl @i

aaill

Byl § clolall 3 331

Luyull Byl5) @ 33110

g’ué..\.? El_wJ.J..U Slads 8¢ 11
Led 5 rerudl]

G285 Ayl § wleusdl Bag> 12
Lol o Lelaidl) padl a5

Lyl )3 9 448 gl 13

Loyl

Lelous Saiun ady (1o (St

Lelous Ssiun ady (1o (St




sda 3 Jses oS Loyl 22116
Lyl

Y
S Slensdl cumsd Beslg 3T usi 17

s ale
&5 ) Sl dwyud) (g2l 18
Led

Sl @St L BN e o 4G oy (1) Byguo

\ L —
OV i—T A (et ol SRL ool 3 oD i g 10
Le_éjfjum(;\,j_ﬁau)adlﬁu.\&h}; 17
;L)*a)ﬂg;,jﬁiu‘).\.d\gj&:ha&]lu}; -T2
22 11U N S el

Loyl ) 3 8 45 gl 13
__ layp
o hed i lnl s 14
Leilads (5 sun a8 ) (oSl
Al ol (ddue S8l 23l 15
A
(,L:;JSQLA_\';JIMC_‘AJ):“Q 16
ol 0
Leahraie TSI ekl g — 17
bl gond Gl el Al ils 18




(patsindl) :aasla!

Sl oo ARSI s G edatll Jlomo Lol (pag Ll i § 8568 ot Tl Lol i
el Cudlial oo cuall solag (ol i8¥ls SGig ASTYI pulaidl Jgos poguaslliy oyl sghatlly
Slyghaill ois ST go pelatdl Zaghaia e Lol3d 018 1] @izl

Lezaly, L@ij.ﬁ wolad!l caw duuad! anll @ OLud ¥ uladd Jo¥ EIENG R oolad! 09Sds
aud| ple e el Loy Akl odad (e 005318 19398 ($90,01 53801 cusyusy

Sgin e (Ada! Lyl abl gag e llall ¢ po¥1 J3) Jonll Liny alid i1 Aualyold el fia Curge
gl B pall aSLoll G 2l i) Adlaill 3 auladl uyluk! 3 Aparlatll Slossed! Gpuces

5033y peladlas 3amis el 2cda¥l oyl HLes 9a81 +Ld¥ danl (o 4 W el | jleas | o3
2la¥l Loylall e deegtd el 1da e Ll g cprlin¥ duyul| douds Lee Lo, Jb eapgas
O Bgdll Audlill U § Bearlaidl Slonsedl s § dicanls edeadl Ly ulid Bl o Lilylaly

o el G oLl 31T aluseiad I3 oo biled! pond inogl doeill il alasiud o3
Aalaill 3 (cndloge , sgel eledsl,aullo) 2uladl Luylukl gua cre 105 Zigall > ilag dualyl ia
Aygadl dpyall 2Ll § 48,41

sl Lol B J) lyd! g

aadl P31 g Awwyuld| (§ gyomi I Sluwsilly Jeoadl Loy wled (o Baybe @3Me lia
o3 LedS ey Jeaadl $3) @39 Arasladtl Siloniell e Sliuadd] ol LelS @i T ey
Aeudll alensdd! e Loyl (S giun

Byl | ol LedSd AG1 BLjg e Daadl colom AGL Aawyul | Aylomius] (s 23yl 48Me lia
Ayl b e Meadl 485 oy LS Mol (0 doutdl] il ideld

eMaatl Llmiil o g1 Leomguing9 Byl Leands QI SLLALY adsad cn 28Me lin
A9y dleld il 9SG Lotie Ll 51535

o AaPUI Slely2¥1 3Ll g Slaledll b duolysg doall Ly lid uealy cumdl lia o
a9kt sl paiwly Ayl @ Adlall lpaiul Olesng deall Ly oo Sgiun pSY Joogll cilivuss




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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