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Abstract
The aim of the study is to assess the quality of services rendered from the management
of Higher Education Institutions (HEIs) to the academic and administrative staff of
those institutions. Using the analytical descriptive methodology, this aim was achieved
by finding the gap between the expectations and actual perceptions of the staff
members of these HEIs towards the quality of service according to the five dimensions
of the SERVQUAL model. The research population consists of the staff of all the
accredited Palestinian HEIs (49 HEIs), that employ 15,601 staff members. A random
sample of respondents (491 one) was selected to respond to the questionnaire, and 440
of the distributed questionnaires were retrieved with a response rate of (89.61%).
The study has found that there is a negative gap between the expectations and
perceptions of all the fields that form the five dimensions of the SERVQUAL model (19.03, -18.67, -17.74, -16.68, -15.93) for Responsiveness, Empathy, Reliability,
Tangibles, and Assurance respectively. This has lead to a negative value for the quality
assessment of services in HEIs from the staff perspective (-17.66). That is, the
expectation of all the fields of services had a larger value (82.38) than that of the
perception of the fields (64.72). The study also found that there are statistically
significant differences between the perceptions and expectations of the quality of
services from the staff perspective of HEIs due to the demographic variables “HEI
Sector”, “Classification of HEI”, “Job Classification”, “Gender”, and “Qualification”.
Furthermore, the study found that there are not statistically significant differences due
to the “Experience” as a demographic variable. Besides that, the study the study has
come out with some recommendations such as the enacting of legislation criteria to be
carried out by Ministry of Higher Education and all HEIs in general to ensure fulfilling
the requirement of the quality of work life in Palestinian HEIs.
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Abstract in Arabic
ﻣﻠﺨﺺ اﻟﺪراﺳﺔ ﺑﺎﻟﻠﻐﺔ اﻟﻌﺮﺑﯿﺔ
ﺗﻬدف ﻫذﻩ اﻟدراﺳﺔ اﻟﻰ ﺗﻘﯾﯾم ﺟودة اﻟﺧدﻣﺎت اﻟﻣﻘدﻣﺔ ﻣن إدارات ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻔﻠﺳطﯾﻧﯾﺔ
ﻟﻠﻌﺎﻣﻠﯾن اﻹدارﯾﯾن واﻷﻛﺎدﯾﻣﯾﯾن ﻓﻲ ﻫذﻩ اﻟﻣؤﺳﺳﺎت .وﺗﺗم ﻋﻣﻠﯾﺔ اﻟﺗﻘﯾﯾم ﻫذﻩ ﻣن ﺧﻼل إﯾﺟﺎد اﻟﻔﺟوة ﺑﯾن اﻹدراك
اﻟﻔﻌﻠﻲ ﻟﻠﻌﻣﻼء )اﻟﻌﺎﻣﻠﯾن( وﺗوﻗﻌﺎﺗﻬم ﺗﺟﺎﻩ ﺟودة اﻟﺧدﻣﺔ وﻓﻘﺎً ﻟﻸﺑﻌﺎد اﻟﺧﻣﺳﺔ ﻟﻧﻣوذج  .SERVQUALوﻹﯾﺟﺎد ﻫذﻩ
اﻟﻔﺟوة ،اﺳﺗﺧدﻣت اﻟدراﺳﺔ اﻟﻧﻣوذج اﻟوﺻﻔﻲ اﻟﺗﺣﻠﯾﻠﻲ ﻟﺗﻧﻔﯾذ اﻟدراﺳﺔ ﻋﻠﻰ ﻣﺟﺗﻣﻊ اﻟدراﺳﺔ اﻟﻣﺳﺗﻬدف .ﺗﻛون ﻣﺟﺗﻣﻊ
اﻟدراﺳﺔ ﻣن ﻛﺎﻓﺔ اﻟﻌﺎﻣﻠﯾن ﻓﻲ ﻣؤ ﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻔﻠﺳطﯾﻧﯾﺔ اﻟﻣﻌﺗﻣدة وﻋددﻫﺎ  49ﻣؤﺳﺳﺔ ﺗوظف 15601
ﻣوظف إداري وأﻛﺎدﯾﻣﻲ .ﺗم اﺧﺗﯾﺎر ﻋﯾﻧﺔ ﻋﺷواﺋﯾﺔ ﻣن  491ﻣوظف ﻟﻼﺳﺗﺟﺎﺑﺔ ﻋﻠﻰ اﻻﺳﺗﺑﺎﻧﺔ اﻟﻣﻌدة ﻟﻠدراﺳﺔ ،وﺗم
اﺳﺗرداد  440اﺳﺗﺑﺎﻧﺔ ﻣن إﺟﻣﺎﻟﻲ اﻻﺳﺗﺑﺎﻧﺎت اﻟﻣوزﻋﺔ ،ﺑﻣﻌدل اﺳﺗﺟﺎﺑﺔ  %89.61ﻣن اﻹﺟﻣﺎﻟﻲ.
ﺗوﺻﻠت اﻟدراﺳﺔ اﻟﻰ أﻧﻪ ﯾوﺟد ﻓﺟوة ﺳﺎﻟﺑﺔ ﺑﯾن اﻹدراﻛﺎت واﻟﺗوﻗﻌﺎت ﻟﻛل ﻣﺟﺎﻻت وأﺑﻌﺎد ﻧﻣوذج
 SERVQUALﻟﺗﻘﯾﯾم ﺟودة اﻟﺧدﻣﺎت ) (15.93- ،16.68 - ،17.74- ،18.67- ،19.03-ﻷﺑﻌﺎد
اﻻﺳﺗﺟﺎﺑﺔ ،اﻟﺗﻌﺎطف ،اﻟﻣوﺛوﻗﯾﺔ ،اﻟﻣﻠﻣوﺳﯾﺎت ،واﻷﻣﺎن ﻋﻠﻰ اﻟﺗواﻟﻲ ،وﻫذا أدى اﻟﻰ اﻟﺣﺻول ﻋﻠﻰ ﻗﯾﻣﺔ ﺳﺎﻟﺑﺔ
ﻟﺗﻘﯾﯾم ﺟودة اﻟﺧدﻣﺎت ﻓﻲ ﻣؤ ﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻔﻠﺳطﯾﻧﯾﺔ ﻣن ﻣﻧظور اﻟﻌﺎﻣﻠﯾن ﻓﯾﻬﺎ ) (17.66 -وذﻟك ﻷن
ﺟﻣﯾﻊ ﻣﺗوﺳطﺎت ﺗوﻗﻌﺎت اﻟﻌﺎﻣﻠﯾن ﻟﺟﻣﯾﻊ أﺑﻌﺎد اﻟﻧﻣوذج )  (82.38ﻛﺎﻧت أﻛﺑر ﻣن ﻣﺗوﺳطﺎت اﻹداراك اﻟﻔﻌﻠﻲ
ﻟﻠﻌﺎﻣﻠﯾن ﻓﻲ ﻫذﻩ اﻟﻣؤﺳﺳﺎت ) .(64.72ﻛﻣﺎ وﺗوﺻﻠت اﻟدراﺳﺔ اﻟﻰ أﻧﻪ ﯾوﺟد ﻓروق ذات دﻻﻟﺔ إﺣﺻﺎﺋﯾﺔ ﺑﯾن إدراك
وﺗوﻗﻌﺎت اﻟﻌﺎﻣﻠﯾن ﻟﺟودة اﻟﺧدﻣﺎت اﻟﻣﻘدﻣﺔ ﻟﻬم ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ وأن ﻫذﻩ اﻟﻔروق ﺗﻌزى ﻟﻠﻣﺗﻐﯾرات
اﻟدﯾﻣﻐراﻓﯾﺔ )ﻗطﺎع اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ ،ﺗﺻﻧﯾف اﻟﻣؤﺳﺳﺔ ،ﺗﺻﻧﯾف اﻟوظﯾﻔﺔ ،اﻟﺟﻧس ،اﻟﻣؤﻫل اﻟﻌﻠﻣﻲ( ،ﺑﯾﻧﻣﺎ ﻻ ﺗوﺟد
ﻓروق ذات دﻻﻟﺔ إﺣﺻﺎﺋﯾﺔ ﺑﯾن إدراك وﺗوﻗﻌﺎت اﻟﻌﺎﻣﻠﯾن ﻟﺟودة اﻟﺧدﻣﺎت ﺗﻌزى ﻟﻠﻣﺗﻐﯾر اﻟدﯾﻣﻐراﻓﻲ )ﺳﻧوات اﻟﺧﺑرة(.
ﺑﺎﻹﺿﺎﻓﺔ اﻟﻰ ذﻟك ،ﻗدﻣت اﻟدراﺳﺔ ﻓﻲ اﻟﻧﻬﺎﯾﺔ ﻣﺟﻣوﻋﺔ ﻣن اﻟﺗوﺻﯾﺎت ﻟﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
اﻟﻔﻠﺳطﯾﻧﯾﺔ وﻟوزارة اﻟﺗرﺑﯾﺔ واﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ ﻓﻲ ﻓﻠﺳطﯾن ﻛﺎﻟدﻋوة اﻟﻰ ﺳن ﺗﺷرﯾﻌﺎت ﻣﻌﯾﺎرﯾﺔ ﻟﻠﺗﺄﻛد ﻣن اﺳﺗﯾﻔﺎء
ﻣﺗطﻠﺑﺎت ﺗوﻓﯾر ﺟودة اﻟﺣﯾﺎة اﻟﻌﻣﻠﯾﺔ ﻟﻠﻌﺎﻣﻠﯾن ﻓﻲ ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻔﻠﺳطﯾﻧﯾﺔ.
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Chapter 1: General Framework of the Research
General Framework of the Research

[XII]

1.1. Introduction:
There is no doubt that Higher Education (HE) plays an important role in
enhancing of an individual's quality of life. Literature shows that college graduates
have longer life spans, better access to health care, better dietary and health practices,
greater economic stability and security, more prestigious employment and greater job
satisfaction, less dependency on government assistance, greater knowledge of
government, greater community service and leadership, more volunteer work, more
self-confidence, and less criminal activity and imprisonment (Afridi & Rahmani,
2014). This has led to increased demand for education as a basis for enhancing an
individual's quality of life.
The increasing demand for knowledge has created numerous challenges for
Higher Education Institutions (HEIs). As these challenges are considered as threats for
the education systems, they have also been regarded as opportunities for them to
improve their performance. Competition is deemed to be the driving force for these
HEIs. Correspondingly, HEIs seek out to improve the quality of their services to meet
the stakeholders' needs and expectations (Arambewela & Hall, 2006)..
The quality of HE is considered a fundamental factor for the development of a
country. This is because HEIs are the places where professional people are learned and
trained. These people are regarded as organization managers, administrators of public
and private sectors, officials in charge of the health care and education of the next
generation. HE has been identified as a service industry, and must do its utmost to
identify and meet the needs of its direct stakeholders: the staff and students, the
internal and external customers of HEIs (De Oliveira & Ferreira, 2009).
HEIs must strive to meet standards for services, which would meet or exceed
their stakeholders’ expectations and needs. The quality is a set of features of the
product or service that is capable of complying with the explicit or implicit needs. In
[1]

most definitions, the most important factor, which is customers’ satisfaction and the
meeting of their demands and expectations, is the main indicator to the level of the
quality of services. Based on Parasurman's perspective, the service quality is the size
and the difference between the customer's perceptions and their expectations of the
service (Zahedi & Biniaz, 2009). Regarding the ideas proposed by UNESCO, quality
in HE has a multidimensional concept, which, to a large extent, depends on the
conditions and standards of academic disciplines and the situation or the mission of the
system (Bazargan, 2002).
Starting from this perspective, the research aims to assess the level of services'
quality offered for the staff (as internal stakeholders) of the Palestinian sectors as an
indicator of their level of satisfaction from the services offered by the top management
of these institutions. This level of quality is a reflection to the degree of matching the
staff perceptions with their expectations, which is the definition of the service quality
(Lewis and Boom: 1983). The research will measure this matching degree (gap) based
on the SERVQUAL model, which will be stated later in the methodological framework
of the study.
As a director of the Quality Management (QM) Department at the University of
Palestine (UP), the researcher choose to write about a topic related to his career. UP,
like all other Palestinian HEIs, has relatively new experience in the QM field and it is
trying continuously to improve the quality of services rendered to all stakeholders.
Those stakeholders include staff and stockholders as internal customers, and students,
community, employers, and other HEIs as external customers.
The research will assess the level of quality of services of the staff of UP and
all other HEIs in Palestine, as a factor that affects the quality of the outcome of these
HEIs: the qualified students that will contribute in developing their country. This

[2]

satisfied quality level is in terms of policies, procedures, incentives, wages, and the
relationship with the top management level of the HEIs.
1.2. Research Problem:
Most of the studies conducted in the area mainly examine the service quality in
different service sectors, including education sector, from the external stakeholders’
perceptive of these service sectors. (Rasli, et al, 2012), (Barakat, 2010), (Arambewela,
Hall, 2012), (Merican, et al, 2009), and (Athiyaman, 2000) and many other studies, are
examples of those studies. These studies assessed the quality of services in HEIs sector
from students’ perspective, or assessed it in different service sectors from the
perspective of the targeted community as external stakeholders, rather than the internal
stakeholders of them, the staff of these sectors.
Therefore, there is little guidance in the literature about other stakeholders’
perception of service quality and their subsequent satisfaction with those HEIs. For
example, (Mosahab, et al, 2010), (Marimuthu, & Ismail, 2010), and (Buda, et al, 2006)
studies, assessed the quality of service from different stakeholders’ perspective
including the internal stakeholders (staff) of the service sector. These studies
recommended (1) the need to conduct more researches and studies in this field, (2)
taking into account other dimensions, (3) and from the perspective of different
stakeholders rather than the external stakeholder’s perspective only. This may include
supervisors, administrators, academics, and others who are considered as internal
stakeholders to HEIs. This is because single stakeholder view can only give limited
perspective to the actual level of quality in the HEIs. Furthermore, the service quality
measurements for HEIs are underdeveloped and its measurements nature appears to be
adopted from studies examining various service sectors. This research therefore will
enrich those studies that measure the quality of services from a different perspective,
namely, the staff of HEIs by using SERVQUAL model.
[3]

A lack of knowledge about Palestinian HEIs’ staff perceptions might lead
managers of these institutions to misallocate resources while attempting to improve the
perceived quality of their institutions. Such misdirected efforts could result in staff
dissatisfaction with the institutions. For example, potential staff may go to a career
other than that os education sector, or pass negative remarks about the university works
through word-of-mouth. Therefore, by analyzing the gap between staff expectations
and their perceptions of service quality, the research findings will identify the
deficiencies and areas of dissatisfaction, which provide opportunities for Palestinian
HEIs’ managers to improve overall services offered to their staff. In addition, it serves
as the foundation on which to improve staff advisory services in order to build a longterm relationship between the institutions and their internal stakeholders, and to
improve their reputation over time.
Based on the above introduction, the research aims to answer the following
main question: "What is the level of quality of services of the Palestinian HEIs from
the staff perspective of these HEIs according to the SERVQUAL model?. This main
question is further broaken down to the following sub questions:
1.2.1. What are the staff expectations about the quality of services in their HEI
according to the SERVQUAL model?
1.2.2. What are the staff perceptions about the quality of services in their HEI
according to the SERVQUAL model?
1.2.3. What is the quality of service level offered for the staff of HEIs according to
the SERVQUAL model?
1.2.4. Are there any differences in the answers of the respondents concerning the
quality of service level due to demographic variables (HEI Classification, HEI
Sector, Job Classification, Gender, Qualification, and Experience)?
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1.3. Research Variables:
The quality of services is measured by finding the gap between the customers'
perceptions and their expectations according to the following equation:
Service Quality = Customers Perceptions – Customers Expectations,
Moreover, according to the SERVQUAL model, both the perceptions and
expectations are a set of five dimensions; and each of them has a relative weight of the
total Perceptions and Expectations of the quality of services. Therefore, the dependant
variable of the research is the Quality of Service level, and the independent variables
are as follows:
1.3.1. Perceptions of the staff of Palestinian HEIs (totally, and in terms of Reliability,
Assurance, Tangibles, Empathy, and Responsiveness).
1.3.2. Expectations of the staff of Palestinian HEIs (totally, and in terms of
Reliability, Assurance, Tangibles, Empathy, and Responsiveness).
Figure (1) illustrates the main tow independent variables, along with their five
dimensions, and how they affect the dependent one.
1.4. Research Hypothesis:
In order to measure the quality of services offered from the top level
management of Palestinian HEIs for the staff, the research will examine the following
two main hypotheses:
1.4.1. There are statistically significant differences at level   0.05 between the
perception and expectation of the services' quality of the staff of Palestinian
HEIs. The ramifications of this hypothesis are the following sub-hypotheses:
1.4.1.1. There are statistically significant differences at level   0.05 between the
percepted and expected level of Reliability of the services' of the staff of
Palestinian HEIs.
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Demographic Variables
1. HEI Classification
2. HEI Sector
3. Job Classification
4. Gender
5. Qualification
6. Experience

Independent Variable (1)

Independent Variable (2)

“Expectations”

“Perceptions”

Figure 1: Dependant, Independent, and Demographic Variables, Researcher

1.4.1.2. There are statistically significant differences at level   0.05 between the
percepted and expected level of Assurance of the services' of the staff of
Palestinian HEIs.
1.4.1.3. There are statistically significant differences at level   0.05 between the
percepted and expected level of Tangibles of the services' of the staff of
Palestinian HEIs.
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1.4.1.4. There are statistically significant differences at level   0.05 between the
percepted and expected level of Empathy of the services' of the staff of
Palestinian HEIs.
1.4.1.5. There are statistically significant differences at level   0.05 between the
percepted and expected level of Responsiveness of the services' of the staff of
Palestinian HEIs.
1.4.2. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due to
the demographic variables.
The ramifications of this hypothesis are the following sub-hypotheses:
1.4.2.1. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due
to the HEI Classification.
1.4.2.2. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due
to the HEI Sector.
1.4.2.3. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due
to the Job Classification.
1.4.2.4. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due
to the Gender of the staff.
1.4.2.5. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due
to the Education level of the staff.
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1.4.2.6. There are statistically significant differences between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due
to the Experience Years of the staff.
1.5. Research Objectives:
The main purpose of this research is to determine the gap between expectations
and perceptions of service quality perceived by the staff of HEIs, and to identify which
dimension of the used model is much satisfactory for them. This will enable the top
managers to identify the most effective ways of closing service quality gaps and
choosing which gaps to focus on. This can be achieved by measuring the staff
expectations and performance (perceptions) on the various SERVQUAL five
dimensions hence evaluating the gap scores obtained between the staff’s expectations
and perceptions of service experienced. This will also enable us to identify strengths
and weaknesses in service quality offered to the staff of the HEIs. The main objectives
of the research are:
1.5.1. To highlight the importance of service quality in HEIs from the staff
perspective.
1.5.2. To find the relative importance of each dimension of the used model by finding
which has the largest and smallest gap value between the expectations and the
perceptions for each dimension.
1.5.3. To find the most important dimension/s of service quality that affects the level
of quality offered to customers.
1.5.4. To measure the overall level of quality of services in the Palestinian HEIs by
their top managements.
1.5.5. To recommend some guidelines and conclusions to ensure quality of services in
Palestinian HEIs.
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1.6. Research Importance:
The importance of the research comes from the importance of the quality in the
HEIs, which can be inferred from the following indicators:
1.6.1. The research depends on the SERVQUAL benchmark that measures the level
of services quality offered to the customers (staff).
1.6.2. Identifying the quality level of the services rend to the staff from the top
managers is in terms of the five dimensions of the model (Reliability,
Assurance, Tangibles, Empathy, and Responsiveness).
1.6.3. Identifying the level of quality offered to the staff will be found by measuring
the difference between their perceptions and expectations.
1.6.4. Acknowledging the top managers of the HEIs about the level of the quality of
services, that leads to the level of performance and satisfaction to their staff.
1.6.5. Contributing to the studies that uses the model to measure the level of services'
quality in general and in the HE sector in particular.
1.7. Scope and Limitations:
This research was conducted under the following constraints and limitations:
1.7.1. The target group of the research was all the academic and administrative staff
of all the Palestinian HEIs (Nine staff classifications).
1.7.2. The quality measurement benchmark that was used in the assessing process is
the SERVQUAL model with its five dimensions.
1.7.3. The research was conducted through the academic year 2013/2014.
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Chapter 2: Literature Review
Literature Review
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2.1.

Definition of Service:
According to Kothari (1988), service represents any activity, offered to a

customer, which is simultaneously consumed and produced. (Gronroos, 1990) defined
service as an activity or series of activities of a more or less intangible nature that
normally, but not necessarily, takes place in interaction between the customer and
service employees/and or physical resources or goods and/or systems of the service
provider, which are provided as solutions to customer problems. Whereas, (Kotler,
1991) defined service as “any act or performance that one party can offer to another
that is essentially intangible and does not result in the ownership of anything. Its
production may or may not be tied to a physical product”. Thus, the definitions of
services are related to three characteristics of services – intangibility, heterogeneity and
inseparability – which do have important implications for the delivery of service
quality (Hill, 1995); and tend to differentiate services from goods (Parasuraman, et al,
1985; 1988).
The characteristics of services are:
1. Intangible: because they are performances rather than objects (Parasuraman et al.
1985). Most services cannot be counted, measured, inventoried, tested or verified
in advance of sale to assure quality;
2. Heterogeneous: services performance often varies from producer to producer,
from customer to customer and from day to day. Consistency of behaviour from
service personnel is difficult to assure (Booms & Bitner 1981) because what the
firm intends to deliver may be entirely different from what the consumer receives;
3. Inseparable: quality in services is not engineered at the manufacturing plant, and
then delivered intact to the consumer. In fact, quality occurs during service
delivery, usually as an interaction between the client and the contact person for the
service firm (Lehtinen & Lehtinen 1982).
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Within services marketing theory, higher education is frequently cited as a key
example of a service with limited tangible outputs ((Zeithaml, et al 2006); (Fisk, et al,
2007); (Stodnick & Rogers, 2008)). Higher education classified as a service sector with
its primary outputs being the mental development, knowledge, skills and graduate
outcomes rather than the ownership of an object such as the degree certificate that
represents tangible evidence of the education service encounter (Dann 2008).
According to Lovelock (2001), services are economic activities that create
value and provide benefits to the client at specific times and in specific places as a
result of a desired change in, or on behalf of, the one that receives the service.
According to Meirelles (2006), a service is essentially intangible and only
assessed when combined with other functions, that is, with other tangible productive
processes and products. This intangible nature is associated with this process, which à
priori cannot be touched. In other words, the providing of a service tends to occur
simultaneously with consumption. Production occurs starting the moment the service is
ordered and it finishes as soon as the demand is met.
Services have some specific characteristics that differentiate them from the
manufactured goods. Gianesi and Corrêa (2004) say the following special
characteristics of service operations are the main ones: intangibility, client participation
and simultaneous production and consumption.
According to Coelho (2004, p. 36), "in service management it is important to
understand how clients assess the quality of the service provided, that is, how quality is
perceived by the client".
The quality of Higher education is fundamental to a country’s development
because universities are the ones that prepare the professionals who will work as
managers in companies and manage public and private resources and care for the
health and education of new generations.
[12]

“Higher education has been increasingly recognized as a service industry and,
as a sector, it must strive to identify the expectations and needs of its clients, who are
the students” (Mello, 2001).
According to (Lovelock, 2001), education service classified as a service with
intangible actions, directed towards the minds of people, with continuous delivery,
conducted through a partnership between the service organization and its client, and
although it provides high personal contact, there is low customization.
The institutions must work to obtain a standard of quality that exceeds client
and/or student expectations and needs, extrapolating the assessments from legal
demands (Pereira, 2004).
2.2.

Service Quality:

2.2.1. Definitions of Service Quality:
Service quality is considered an important tool for a firm’s struggle to
differentiate itself from its competitors (Ladhari, 2008). The relevance of service
quality to companies is emphasized here especially the fact that it offers a competitive
advantage to companies that strive to improve it and hence bring customer satisfaction.
Service quality has received a great deal of attention from both academicians
and practitioners (Negi, 2009), and services marketing literature. Service quality is
defined as the overall assessment of a service by the customer. ((Eshghi et al, 2008),
(Ghylin et al, 2008)) points out that, by defining service quality, companies will be
able to deliver services with higher quality level presumably resulting in increased
customer satisfaction. Understanding service quality must involve acknowledging the
characteristics of service which are intangibility, heterogeneity and inseparability,
((Parasuraman et al., 1985); (Ladhari, 2008)). In that way, service quality would be
easily measured.
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In this study, service quality can be defined as the difference between
customer’s expectation for service performance prior to the service encounter and their
perception of the service received. Customer’s expectation serves as a foundation for
evaluating service quality because, quality is high when performance exceeds
expectation and quality is low when performance does not meet their expectation
(Asubonteng et al., 1996). Expectation is viewed in service quality literature as desires
or wants of consumer i.e., what they feel a service provider should offer rather than
would offer (Parasuraman et al., 1988). Perceived service is the outcome of the
consumer’s view of the service dimensions, which are both technical and functional in
nature (Gronroos, 1984).
The customer’s total perception of a service is based on his/her perception of
the outcome and the process; the outcome is either value added or quality and the
process is the role undertaken by the customer (Edvardsson, 1998).
(Negi, 2009) suggests that customer-perceived service quality has been given
increased attention in recent years, due to its specific contribution to business
competitiveness and developing satisfied customers. This makes service quality a very
important construct to understand by firms by knowing how to measure it and making
necessary improvements in its dimensions where appropriate especially in areas where
gaps between expectations and perceptions are wide.
In the context of Palestinian HE sector, we are not only interested in learning
more about the factors associated to service quality perceived by customers and how
service quality is measured but also provide a direction for improvement of service
quality in order to bring customer satisfaction.
2.2.2. Perceived Service Quality:
The service quality construct is mostly conceptualized in the context of service
marketing literature (Lee, et al, 2000). Therefore, it deals with the concept of perceived
[14]

service quality. According to Zeithaml, Parasuraman and Berry (1990), perceived
service quality is the extent to which a firm successfully serves the purpose of
customers. Customers determine the perceived or cognitive value of service based on
their experience with the service delivered. Ghobadian, Speller and Jones (1994) stated
that customers’ expectations, service delivery process, and service outcome have an
impact on perceived service quality. Yoo and Park (2007) found that employees, as an
integral part of the service process, are a critical element in enhancing perceived
service quality. Furthermore, Edvardsson (2005) pointed out that service quality
perceptions are formed during the production, delivery, and consumption process. The
author concluded that customers’ favorable and unfavorable experience, as well as
their positive and negative emotions might have an important impact on perceived
service quality. Similarly, O’Neill and Palmer (2003) have reported that customers’
perceptions of service quality may, to a large extent, be influenced by the degree of
their prior experience with a particular service.
It should be noted that according to some authors, perceived service quality has
been accepted as an antecedent of customer satisfaction (Churchill and Suprenant
1982; Oliver 1997). What is more, Rowley (1998) argued that perceived service
quality is an attitude related to, but not the same, as satisfaction. It is evident that the
relationship between these two concepts is complex and that they have a causal
ordering. Parasuraman et al (1988) defines perceived quality as a form of attitude,
related but not equal to satisfaction, and results from a consumption of expectations
with perceptions of performance. Therefore, having a better understanding of
consumers attitudes will help know how they perceive service quality in the Palestinian
HE educational sector.
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2.2.3. Dimensions of Service Quality:
A customer's expectation of a particular service is determined by factors such
as recommendations, personal needs and past experiences. The expected service and
the perceived service sometimes may not be equal, thus leaving a gap. The service
quality model or the ‘GAP model’ developed by a group of authors- Parasuraman,
Zeithaml and Berry at Texas and North Carolina in 1985, highlights the main
requirements for delivering high service quality. It identifies five ‘gaps’ that cause
unsuccessful delivery. Customers generally have a tendency to compare the service
they 'experience' with the service they 'expect'. If the experience does not match the
expectation, there arises a gap. Ten determinants that may influence the appearance of
a gap were described by Parasuraman, Zeithaml and Berry. In the SERVQUAL model,
reliability, responsiveness, competence, access, courtesy, communication, credibility,
security, understanding the customer and tangibles are determinants that may influence
the appearance of a gap. Later, the determinants were reduced to five: tangibles;
reliability; responsiveness; service assurance and empathy in the so called RATER
model.
2.2.4. Measuring Service Quality:
Measuring service quality may involve both subjective and objective processes.
In both cases, it is often some aspect of customer satisfaction which is being assessed.
However, customer satisfaction is an indirect measure of service quality.
1. Measuring subjective elements of service quality
Subjective processes can be assessed in characteristics (assessed by the
SERVQUAL method); in incidents (assessed in Critical Incident Theory) and in
problems (assessed by Frequenz Relevanz Analyse) a German term. The most
important and most used method with which to measure subjective elements of service
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quality is the SERVQUAL method, by finding the difference (Gap5) between the
Perceptions and Expectations of the services offered to the customers.
2. Measuring objective elements of service quality:
Objective processes may be subdivided into primary processes and secondary
processes. During primary processes, silent customers create test episodes of service or
the service episodes of normal customers are observed. In secondary processes,
quantifiable factors such as numbers of customer complaints or numbers of returned
goods are analyzed in order to make inferences about service quality.
2.3.

The Palestinian Higher Education System:

2.3.1. Introduction:
The history of the Palestinian higher education system is relatively recent;
however, its contribution to the Palestinian cause and the Palestinians’ wellbeing is
undeniable. The Palestinian universities in particular have long served the Palestinian
people. Despite the unique conditions under which were established; limited financial
resources and intentional disruption of their activities by the Israeli occupation,
however they managed to abide to their mission to provide quality education to the
young Palestinians. The signing of the Oslo accords and the consequence
establishment of the first Palestinian Ministry of Higher Education in 1998; provided a
platform for them to finally flourish. New facilities are erected, more professors are
hired and new programs, and modes of research are integrated to the system; paralleled
with unprecedented number of students attempting to obtain their higher education at
their local universities. Gerner and Shrodt (1999) explain how the Palestinians are
“among the best educated in the postcolonial world…. considering the difficult
conditions under which the Palestinian higher education system has been operating”.
The first Palestinian Ministry of Education and Higher Education came into
existence in 1994 and higher education was legalized by law which grants every citizen
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the right to pursue higher education, “set the legal status of its institutions, and
provided the legal framework for its organization and management” (Hashweh et. al
2003, MOHE. 2008).
From the 1970s to 2011 the number of higher education institutions in Palestine
increased from eleven to 48 higher education institutions between traditional
universities; university colleges; community colleges and an open university (14; 14;
19; and one respectively) (MOHE, 2011).
2.3.2. The Palestinian Higher Education Institutions:
The Palestinian higher education system is comprised of 49 accredited postsecondary education institutions distributed between the West Bank and Gaza Strip
(MOHE, 2012); 34 of those are located in the West Bank and ranges between
traditional universities; university colleges, community colleges and an open university
(13; 15, 20, 1 respectively). They offer nearly 300 fields of study to some 213.973
students; 57% of whom are females (MOHE. 2011).
Progressively, the number of accredited institutions became 53 in 2013, and
these institutions are distributed as follows:
Table 1: Classification of HEIs, (MOHE, 2013)

Sr.
1.
2.
3.
4.

Classification of HEI
Traditional universities
University colleges
Community colleges
Open Education

Number of HEIs
14
18
20
1
53

Summation
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In addition, they are distributed according to the Palestinian regions as follows:
Table 2: Distribution of HEIs in Palestine, (MOHE, 2013)
Sr

Classification
of HEI

Traditional
universities
University
2.
colleges
Community
3.
colleges
4. Open Education
Summation
1.

Traditional
universities
University
2.
colleges
Community
3.
colleges
4. Open Education
Summation
1.

Number of
HEIs

Governmental
West Bank

HEI Sector
Public
Private

UNRWA

9

2

6

1

-

12

4

5

2

1

13

1

7

4

1

7

2

1 (Gaza, WB)
34

7
Gaza Strip

17 Branch
18

5

1

2

2

-

6

4

1

1

-

7

3

1

2

1

1 (Gaza, WB)
18

8

5 Branch
4

5

1

The Palestinian HEIs employ 14667 staff members distributed between
academic teaching staff, academic administrative staff and academic researcher staff
(6901, 549, and 26 respectively). These institutions provide programs that range from
Education, Arts and Humanities to Natural and Medical Sciences, ICT and
Engineering. The Palestinian universities are predominantly nongovernmental
institutions; which are referred to as public; “a term that describes their establishment
under a public law, not to their type of funding or governance” (Abu-Lughod, 2000;
Taweel, 2007). The Palestinian Ministry of Higher Education (MOHE); refers to these
universities in its statistical annual report as “Traditional” universities which includes;
public universities; governmental universities and private universities.
Progressively, the number of employees increased to be 15,601 in 2013, and
classified according to their job classification as follows:
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Table 3: Job Classifications in HEIs, and Staff Distributions, (MOHE, 2013)

Sr.
5.
6.
7.
8.
9.
10.
11.
12.
13.

Classification of Job
Teaching Academic
Administrative Academic
Research Academic
Admin. Staff
Office Staff
Teaching and Research Assistant
Vocational Specialists
Technicians
Unskilled Workers

Number of Employees
7,086
719
33
2,409
1,354
1,097
636
486
1,799

The scientific degree holders the Palestinia HEIs are disributed as follows:
Table 4: Educational Level of Staff of HEIs, (MOHE, 2013)

Sr.

HEI Type

Traditional
universities
University
2.
colleges
Community
3.
colleges
Open
4.
Education
Summation
1.

Educational Level of Employee
High
Master
Bachelor Diploma
Diploma

Number of
Employees

Ph.D.

10,246

2,456

2,452

12

2,669

792

1,865

1,881

142

488

25

712

246

182

826

35

260

14

339

88

90

2,648

486

1,155

2

453

164

388

15,601

3,119

4,355

53

4,173

1,290

2,525

Less than
Diploma

Teaching Academic staff was classified according to their academic rank as follows:
Table 5: Academic Staff Classifications of HEIs, (MOHE, 2013)

Sr.
1.
2.
3.
4.

HEI Type

Traditional
universities
University
colleges
Community
colleges
Open
Education
Summation

Number of
Academic Staff

Academic Staff Classification
Associated Assistant
Professor
Lecturer
Professor Professor

Instructor

4,216

180

350

1,475

1,022

1066

897

4

4

68

305

513

427

3

2

3

170

188

1,528

8

55

364

1,014

67

7,068

195

411

1,910

2,511

1,834
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2.3.3. The Palestinian Higher Education Approach:
The Palestinian higher education system is a mixture of approaches “used in the
United States, the United Kingdom, and France” (Taweel, 2007). (Altbach, 1979) notes
how the colonial powers mainly (United Kingdom and France) imposed their model of
higher education institutions in the Arab world as elsewhere.
The system is governed on two levels; macro and micro. The macro level refers
to The Ministry of Higher Education; The semi-autonomous Accreditation and Quality
Assurance Commission (AQAC); The Advisory Council of Higher Education (COHE),
The Education Committee at the Palestinian Legislative Council. The micro level
refers governing bodies within HEIs which include; The College Deans’ Committee
and the Boards of Trustees (BOT) for public and Board of Directors (BOD) for private
universities
The Accreditation and Quality Assurance Commission (AQAC) came into
existence in 2002 simultaneously with an upgrade of the ministry’s quality assurance
system. The commission license HEIs and accredit HE programs while the Advisory
Council of Higher Education assumes only an advisory role, and the Education
Committee in the Palestinian Legislative Council has yet to become engaged. The
assessment of the performance of higher education institutions in Palestine takes place
on two levels; internal and external. The internal assessment involves ongoing process
of self-assessment of all stakeholders including students; staff and faculty members,
documentation of work on Quality Assurance, identification of poor quality.
While, the main features of the external QA system are “Compulsory, uses both
'fitness for purpose' and 'standard-based' approaches as appropriate, uses both
accreditation and quality audit option, and deals with public and private institutions,
university and non-university sectors and all types of academic and vocational
programs” (Al Subu', 2009).
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2.3.4. The Palestinian Higher Education Students:
The statistics from the Palestinian ministry of higher education and the United
Nations shows an outstanding increase in the enrollment rate among the Palestinian
youth. The enrollment rate of students’ increased by 940% from 1993 to 2011; where
the estimated number of students attending HEIs in 1993 was 22,750 it rose into
213.973 in 2011. The ministry’s statistics shows that for the academic year (2010/
2011) 56,067 new students (56% Females) enrolled themselves in the Palestinian
higher education institutions; 51% of them in traditional universities, 31% open
university, 11% university colleges, and 8% community colleges (MOHE. 2011).
In 2013, registered students for the academic year 2012/2013 were 213,581
(126,138 female & 87,443 male) and distributed as follows:
Table 6: Students Distributions among HEIs, (MOHE, 2013)

Sr.

HEI Type

Students
Number

GS*

Educational Level of Employee
No
Bachelor Diploma EQC*
Certificate

Traditional
123,484 8,138 112,194 2,209
604
107
universities
University
2.
16,232
4,106
12,030
colleges
Community
3.
12,273
12,080
colleges
Open
4.
61,592
57,866
412
Education
Summation
213,581 8,138 174,166 26,319 1,016
107
+ 3,314 in the Preparatory year in the Open Education HEI
*: GS = Graduate Studies.
1.

VD*

232
96
193
521

*: EQC = Educational Qualification Certificate.
*: VD = Vocational Diploma.
2.4.

Service quality in Higher Education Institutions:
The term quality is a subjective concept and can be variously defined. In

establishing a link between service quality and HEIs, a few researchers defined quality
in education as: “conformance of education output to planned goals, specifications and
requirements” (Crosby, 1979); “defect avoidance in the education process” (Crosby,
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1979); ‘excellence in education’ (Peters and Waterman, 1982); “meeting or exceeding
customer’s expectations of education” (Parasuraman et al., 1985) and “fitness of
educational outcome and experience for use” (Juran and Gryna, 1988). On the basis of
these definitions, researchers rely on three interrelated perspectives to define the scope
of quality in HEIs: first, the perspective of conformance to requirements based on
customer expectations (Crosby, 1979); second, the perspective of fitness for use as
determined by the customer (Juran, 1945) and, third, the perspective of willingness to
pay based on what the customer can get out rather than what the supplier puts in
(Drucker, 1985).
The subject of service quality in education sector has become an important
research topic among academia. It is interesting to identify the applicability of service
quality in education sector and a suitability of applying it in HEIs. Service quality has
become an important research topic because of its obvious relationship to costs
(Crosby, 1979), profitability (Rust and Zahorik, 1993), customer satisfaction (Bolton
and Drew, 1991; Boulding et al., 1993), customer retention (Reichheld and Sasser,
1990) and a positive word of mouth (Buttle, 1996). Service quality is widely regarded
as a driver of corporate marketing and financial performance.
2.5.

Measuring service quality in Higher Education Institutions:
HEIs are increasingly paying more attention to service quality mainly because

there is a social requirement for quality evaluation in education. In many countries, this
requirement is expressed through the establishment of independent quality assurance
bodies, which place emphasis on customers’ experiences as one of the assessment
criteria. To achieve quality as perceived by the customers, proactive organizational
commitment is required where each HEI needs to take their self-initiatives for any
continuous improvement programs. As mentioned by Jensen and Artz (2005), real
improvements can be made only when data are collected and analyzed. From the
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customer’s perspective, HEI’s service can help to offset potential burdens, like having
to pay a high price of promotion, or investment on unnecessary items. As a result,
understanding and measuring customer expectations are, therefore, essential
components that can be used to enhance an HEI’s service provision.
2.6.

SERVQUAL Instrument:

2.6.1. Definition of the Instrument:
The SERVQUAL instrument was used to assess service quality rendered from
the top level management to the staff of the HEIs. It was developed by Parasuraman,
Zeithaml and Berry in 1985 with an original 10 dimensions; however, in 1988, it was
reduced to 5 dimensions (namely, tangibles, reliability, responsiveness, assurance and
empathy) because of overlapping among dimensions.
The SEVQUAL model, which is developed by (Parasuraman, 1988), is a
framework that was created as a method to manage service quality by measuring gaps
between what organizations intend to deliver and what they actually deliver (gap 1-4),
as well as between people’s expectations and their actual experiences with a service
(gap 5), which is the only gap that the customer can feel, and so, the level of quality
can be measured. Figure 2 shows all the gaps (1-4) that come before this gap (5) and
how this gap formed from them.
The following, explains all the gaps (1-4) that come before this gap (5) and how
this gap formed from them:
1) Gap1 (Research Gap): the gap between customers’ expectations and management
perceptions of those customers’ expectations.
Service firms may not always understand what features a service must have in order to
meet consumer needs and what levels of performance on those features are needed to
bring deliver high quality service. This results to affecting the way consumers evaluate
service quality.
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Figure 2: Service Quality Model, (Parasuraman, et al, 1985)

2) Gap2 (Planning and Design Gap): the gap between management perceptions of
customers’ expectations and the firm’s service quality specifications.
This gap arises when the company identifies want the consumers want but the means to
deliver to expectation does not exist. Some factors that affect this gap could be
resource constraints, market conditions and management indifference. These could
affect service quality perception of the consumer.
3) Gap3 (Implementation Gap): the gap between service quality specifications and
actual service delivery.
Companies could have guidelines for performing service well and treating consumers
correctly but these do not mean high service quality performance is assured.
Employees play an important role in assuring good service quality perception and their
performance cannot be standardized. This affects the delivery of service which has an
impact on the way consumers perceive service quality.
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4) Gap4 (Communication Gap): the gap between actual service delivery and external
communications about the service.
External communications can affect not only consumer expectations of service but also
consumer perceptions of the delivered service. Companies can neglect to inform
consumers of special efforts to assure quality that are not visible to them and this could
influence service quality perceptions by consumers.
5) Gap5 (Reality Gap): the gap between expected services and perceived services.
Gap5 = f {Gap1, Gap2, Gap3, Gap4}.
From their study, it showed that the key to ensuring good service quality is meeting or
exceeding what consumers expect from the service and that judgment of high and low
service quality depend on how consumers perceive the actual performance in the
context of what they expected. Table 7 summarizes these Gaps in terms of what causes
them and how it can be corrected.
According to (Oliver, et al, 2005), SERVQUAL is the method that assesses
client satisfaction as a result of the difference between expectation and the
performance obtained (service quality). According to (Parasuraman, et al, 1990),
SERVQUAL is universal and can be applied to any service organization to assess the
quality of services provided.
SERVQUAL can be a great tool for measuring services' quality, particularly the
simplified version commonly known by the acronym RATER (Five Dimensions of
SERVQUAL), which measures gaps between people’s expectations and experience
along the five key dimensions:
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Table 7: Quality Gaps Definitions, (Satolo et al, 2002)

What is it?
What causes it?

Gap1 (Research Gap):
GAP 1 is the discrepancy that can exist between the perception of
executives and the real expectations of consumers.
Management’s failure to correctly identify client expectations.
Open formal and informal channels of communication from the clients

How to correct it?

to the top, passing through the people in contact with the public; better
market surveys on service quality and apply them with greater
frequency, and; reduce hierarchy levels.
Gap2 (Planning and Design Gap)
GAP 2 is the discrepancy between management's perception of client

What is it?

expectations and the specifications of service quality, that is, it is the
supply of low quality even though the company has appropriate
procedures.
Limited resources, lack of operational tools to bring the client’s voice to

What causes it?

service specifications; management’s indifference and rapid change in
market conditions.

How to correct it?

What is it?

What causes it?

Management’s commitment; Make resources available and use tools to
bring the voice of the client to specifications
Gap3 (Implementation Gap)
GAP 3 is the discrepancy between service quality specifications and the
service actually delivered.
Lack of knowledge about specifications, lack of ability to carry out the
specified or lack of commitment by collaborators.
Make specifications known, ensure the necessary profile of the

How to correct it?

collaborator at recruiting or complete it with training; and assess
collaborator performance through greater and better supervision or
improvements in team work and in the organizational climate.

What is it?

What causes it?

Gap4 (Communication Gap)
GAP 4 is the discrepancy between the service’s specified quality and
what the company communicates externally.
Lack of communication and the client does not know what to expect or
more is promoted than actually delivered.
Improve the communication between the diverse sectors of the company

How to correct it?

and between it and the target public for the communications or hold
communication to what is actually delivered.
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What is it?

Gap5 (Reality Gap)
GAP 5 is the difference between what the client expects and what the
company actually delivers.

What causes it?

A gap or a series of gaps from 1 to 4.

How to correct it?

Correcting those gaps with problems.

1. Reliability: the organization’s ability to perform the service dependably and
accurately.
2. Assurance: employees’ knowledge and ability to inspire trust and confidence.
3. Tangibles: appearance of physical facilities, equipment, personnel, and
communication materials.
4. Empathy: understanding of customers and acknowledging their needs.
5. Responsiveness: willingness to help customers, provides prompt service, and
solves problems.
The difference of people’s expectations and their actual experiences with a
service (gap 5), can be illustrated on the following figure which shows how this gap
comes from.

Figure 3: Measueing quality of services using SERVQUAL (Kumar et al, 2009)
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The expectations of customers are subject to external factors which are under
the control of the service provider. The gap on the diagram represents the difference
between customers' expectations and customers' perception, which is referred to as the
perceived service quality (Kumar et al., 2009). This research focuses on this gap.
The modified SERVQUAL is a two-part instrument (namely, Perceptions and
Expectations), with 22-paragraphs measuring expectations of customers (staff) and
similarly worded 22-paragraphs measuring perceptions of experiences of customers to
measure the quality of the service.
A Five-point scale is used to measure the quality of services’ dimensions,
ranging from Strongly Agree (5) to Disagree (1) accompanied each statement.
Responses to the expectation and perception statements will compare. Then if the
expectation response is higher than the perception response, the score will be negative.
On the other hand, if the perception response is higher than the expectation response,
the score will be positive. A positive score indicates an area of strength and can
represent a competitive advantage for the service provider (Parasuraman, 1988).
The research adopted a descriptive survey in order to evaluate the five
dimensions of quality services including tangibility, reliability, assurance, empathy,
and responsiveness in the Palestinian HEIs.
2.6.2. Reliability and Validity of instrument:
SERVQUAL has been proven to be a reliable instrument for measuring
expectations and perceptions of service quality ((Parasuraman, et al, 1990);
(Parasuraman, et al, 1993)). (Parasuraman et al, 1988) reported that reliability
coefficients for the five dimensions of service quality have a total reliability score of
0.92. (Brown, et al, 1993) study also showed very strong reliabilities for the two
components of SERVQUAL with 0.94 for expectations and 0.96 for perceptions. In
addition, Hadikoemore’s (2001) findings has showed reliability higher than 0.70 and a
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high validity (were significant at the 0.01 (<=0.05) level, indicating correlations exist)
for the five dimensions of service quality; and further indicates strong support for the
use of the modified SERVQUAL instrument. Furthermore, in (Markovic and
Gospodarstvo’s, 2006) study, the findings indicated that the SERVQUAL instrument is
reliable and applicable with relatively high alpha values of 0.7783 for the expectations
scale; the validity ranged from 0.75 to 0.98 which has reported acceptable validity.
2.6.3. Applicability of the SERVQUAL Instrument in Different Contexts:
(Kumar et al, 2009) used the SERVQUAL model in a research to determine the
relative importance of critical factors in delivering service quality of banks in Malaysia
(Kumar et al., 2009). In this article they modified the SERVQUAL model and
considered six dimensions; tangibility, reliability, responsiveness, assurance, empathy,
convenience, and these consist of 26 statements. They considered convenience because
it is an important determinant of satisfaction for banking customers in Malaysia and
contributes very highly in the customers’ appreciation of the quality of services offered
by the bank (Kumar et al, 2009). The respondents are asked questions based on the 26
statements and they seek to know about their expectations and experience. They
carried this study on banking customers regardless neither of which bank you use nor
how you do your transactions, could be domestically, internationally among others
(Kumar et al, 2009).
After they carried out their study they realized that there are four critical
factors; tangibility, reliability, convenience and competence. These variables had
significant differences between expectations and perceptions with tangibility having
the smallest gap and convenience has the largest gap. They end up with the
recommendation that banks need to be more competent in delivering their services and
fulfilling the assurance of customers and providing the banking services more
conveniently (Kumar et al, 2009).
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(Curry et al., 2002) in an attempt to assess the quality of physiotherapy’s
services used the SERVQUAL model and three physiotherapy services in Dundee,
Scotland. They considered the ten original criteria for evaluation and combined them
into five; tangibles, reliability, responsiveness, assurance (including competence,
courtesy, credibility, and security) and empathy (including access, communication, and
45 understanding). The quality gap is measured with these five dimensions with the
application of an adaptable 22 item survey instruments. The survey involves questions
relating to customers expectations and perceptions. They sought to measure five gaps
developed by Parasuraman et al., (1985).
They found out that the services were highly appreciated by customers even
though they realized that the perception gaps were slightly negative and the services
could be improved. Their studies proved that assurance and empathy were very
important in their research. In spite of the criticisms of the SERVQUAL model they
confirm its potential applicability in measuring service quality in the public sector to
determine consumer priorities and measure performance.
(Badri et al., 2003) made an assessment and application of the SERVQUAL
model in measuring service quality in information technology centre. For their research
gap, they used a larger sample, which also differs from other studies that addressed the
dimensionality problem of the IT centre-adapted SERVQUAL instruments. The second
gap was to identify the gaps in service quality in the IT centers in the three institutions
of higher education in the United Arab Emirates. Their findings showed that there was
an inadequacy of dimensions for a perfect fit. On the other hand, based on their
feedback, respondents felt that SERVQUAL is a useful indicator for IT center service
quality in institutions of higher education. SERVQUAL identified gaps in service
quality for the three institutions. Empirical results of SERVQUAL scores for the IT
centers in the three institutions are also presented.
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(Negi, 2009) used the model to determine customer satisfaction through
perceived quality in the Telecommunication industry and found out that reliability,
empathy and network quality proved to significantly effective in contributing to overall
service quality and overall customer satisfaction with mobile services.
(Akan, 1995) used the SERVQUAL model in the four stars hotels and found
out that competence and courtesy combined with assurance where most important
attributes influencing the perception of quality.
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Chapter 3: Previous Studies
Previous Studies
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3.1.

Local and Arabic Literatures:

1) (Algazaeri, et al, 2011):, “Measurement and Assessment of Health Services
Quality, Application Study in AL-Faiha General Hospital, Basrah”:
Research Purpose and Methodology:
The study aims to measures health service quality in AL-Faiha general hospital
using the 22-item questionnaire of the five dimensions’ SERVQUAL model.
Research Findings and Results:
The study found that there are obvious weakness in the level of quality of
health services provided to patients, as well as the existence of disparities in the
importance given by the individual sample for each variable of the main variables
2) (Barakat, 2010): “The Gap Between Student's Perceptions and Expectations
for measurement the Al- Quds Open University Service Quality”:
Research Purpose and Methodology:
This study aims to investigate the level of gap between student's perceptions and
expectations for measurement the Al-Quds Open University service quality. To
achieve this purpose, the researcher randomly selected a stratified sample consisted
at (215) students, (88 male, and 127 female) from Al-Quds Open University in
Tulkarm. The Parasuraman et al., 1988 SERVQUAL scale for measuring service
quality was used after developing it to suit the service quality at QOU.
Research Findings and Results:
Results revealed that there were positive insignificant differences gap between
the student's perceptions and expectations for the whole score of the University
service quality. Also, the results show that there were positive insignificant
differences gap between student's perceptions and expectations in: social empathy,
responsiveness, and assurance domains in arrangement, but there were negative
insignificant differences in tangible and reliability domains in arrangement. A bout
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the service elements, results indicated that there were positive significant differences
between student's perceptions and expectations in: The speed of offering the services,
the interested of the staff for offering the services, and giving opportunity for travels
and parties, but there were negative significant differences gap between student's
perceptions and expectations in: Offering the equipments and technical materials, the
attractive services, the attractive courses and specializations, the speed of problems
solving, and offering the equipment of security and safety in arrangement. In another
side, results showed that there were no significant differences in gap between
student's perceptions and expectations for measurement University service quality
due to sex and specialization variables.
3) (Ashoor, & El-Alabadlah, 2007): “Measuring Service Quality of Higher
Education, The Case of MBA in IUG”:
Research Purpose and Methodology:
The aim of this research investigation is to evaluate the role of Palestinian
Universities in providing higher education. It investigates the MBA program in the
Islamic University of Gaza. The research investigate the existence of service quality
gaps through applying the SERVQUAL model to the society (75 students) of MBA
students, 50 of them replied i.e. 67%.
Research Findings and Results:
The results suggest that quality was at level 83%. That suggests that there is a
room for improving quality of the program.
4) (Shousha’a, 2004): “Assessing the Quality of Bank Services of Bank of
Palestine in Palestine from the Customers’ Perspective”:
Research Purpose and Methodology:
The study aimed to identify the evaluation of the Bank of Palestine Ltd.
Customers of the quality of services provided by the bank using the “SERVQUAL”
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model of the gap analysis. The study also aimed at identifying the relative importance
of standards of quality that the customers use when assessing service quality.
Additionally, the study aimed at identifying the effect of some variables, such as the
numbers of visits to the bank and the number of years of use, on the customers’
assessment of service quality. The study used a sample of 1249 bank customers,
distributed amongst the bank’s branches in the West Bank and Gaza Strip as well as
the various customer groups.
Research Findings and Results:
The research study results indicate that the customers’ assessment of the actual
service quality was positive although it does not meet their expectations, which means that
there are opportunities for the improvement and development of the quality of service
provided in the bank. Additionally, the study results indicate that customers give reliability
the highest rating in terms of importance while responsiveness is second then competence,
followed by security then tangibles. The study results also point out that the number of
transactions variable has an effect on the customers’ assessment of the quality of service
provided. However, the number of years of use variable does not seem to have an effect of
the customers’ assessment of service quality.

3.2.

International Literatures:

1) (Musaba, et al., 2014): “Employee Perceptions of Service Quality in the
Nambian Hotel Industry: A SERVQUAL Approach”
Research Purpose and Methodology:
This study assessed employee perceptions of service quality in the Namibian
hotel industry using the SERVQUAL approach. The data for the study were collected
from 77 employees drawn from two large hotels in Windhoek who were surveyed
using a questionnaire covering five service quality dimensions of empathy,
reliability, responsiveness, assurance, and tangibles. Data were analyzed using gap
score analysis and factor analysis.
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Research Findings and Results:
The gap score estimates revealed that on all the items, employee perceptions of
quality service delivery in the hotels were lower than their expectations. The largest
gap scores (-1.84 to -1.70) pointed to the presence of service gaps relating to:
employers’ fair treatment and care of employees; employees as a valued resource;
employee empowerment to respond to customers without consulting managers; and
employees trained and inducted for efficiency and effectiveness.
Factor analysis extracted four factors, which accounted for 73% of the total
variance. The first factor being the most important accounted for 50% of the variance
and it included items from the reliability and assurance dimensions namely:
employees’ comparable pay and benefits, flexible working hours, the use of
employee feedback to improve service delivery, and training and inducting
employees for efficiency and effectiveness in service delivery. Based on the results
management of hotels should address the employees’ concerns raised in gap analysis
and factor analysis in their formulation of strategies to enhance and sustain quality
service delivery in their hotels.
Based on the results, management of hotels should address the employees’
concerns raised in gap analysis and factor analysis in their formulation of strategies
to enhance and sustain quality service delivery in their hotels.
2) (Awang, et al., 2014): “Examining Gaps between Students’ Expectations and
Experiences in a Private University”:
Research Purpose and Methodology:
This study examined students’ expectations and experiences of academic and
social life in a private university. This study employed a survey research design in which
a set of fixed-response and open-ended questionnaire has been used. A total number of
540 university students were randomly selected to participate in this study.
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Research Findings and Results:
Results indicated that there is a significant difference between students’
expectations and their experiences with regards to the academic qualities and social
life. Results in this study revealed that most of the students’ expectations were not
met. This is alarming for the survival of private universities as it would affect the
university’s reputation and students’ unwillingness to recommend for others. This
study also found that improvement on campus facilities and socio-interaction with
university staff are the most important aspects for students. Therefore, a prompt
action to improve and upgrade those aspects is vital. This paper recommends a
specific action to overcome gaps between expectations and experiences by using a
holistic approach.
3) (Enayati, et al., 2013): “Measuring Service Quality of Islamic Azad University
of Mazandaran using SERVQUAL Model”:
Research Purpose and Methodology:
The purpose of the study is to evaluate the service quality of Islamic Azad
University of Mazandaran. The study was a descriptive survey. The statistical
population consists of all Islamic Azad University students of Mazandaran and 373
students were chosen through stratified random sampling method as the sample of
the study. The data were collected using the SERVQUAL standardized
questionnaire.
Research Findings and Results:
The findings of the study showed a significant difference between the students'
expectations and perceptions in all five dimensions of service quality and in all
dimensions, students' expectations had a higher level than that of the perceptions.
Moreover, the comparison of the five dimensions showed that the students'
perception of the received service quality was not the same, so the highest and the
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lowest service quality were given to tangibility and empathy, respectively.
4) (Daud, Sapuan, 2012): “Expectation–perception gap in Private Higher
Education Institutions in Malaysia”:
Research Purpose and Methodology:
This study examines students’ view in relation to their expectation and
perception of service quality that they are experiencing in their HEIs.
Another purpose of this study is to assess the gap in students’ expectations and
perceptions towards the quality of service that they had been accorded to from their
respective HEIs using the differencing technique. Data was collected using structured
questionnaire from 200 students of Business and Management Faculty of the PHEIs.
Research Findings and Results:
The results showed that PHEIs should improve their ability to perform the
promised service dependably and accurately so that they can gain customers’ trust.
5) (Soita, 2012): “Measuring Perceived Service Quality Using SERVQUAL: A
Case Study of the Uganda Health and Fitness Sector”:
Research Purpose and Methodology:
Many service providers have emerged on the Ugandan market offering health
and fitness services, this study therefore sought club customers’ perception about
service delivery in the sector. Using the modified 26 item SERVQUAL
questionnaire, data was collected from a randomly selected sample of 486 customers
and 116 interviewees covering 58 purposively selected health-and-fitness centers
countrywide. Customers to gymnasia, aerobics clubs and aqua-based activities where
vulnerability is high were considered. Descriptive and inferential statistics were
applied for data manipulation.
Research Findings and Results:
Major findings are that gaps exist in service delivery (Overall service perception
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µ= -1.73) and that the current management model in most clubs falls far short of
international standards. It is recommended that sport-specific Government of Uganda
authorities must act promptly in a joint effort with federations, academia, and the
leading international certifying organizations to directly oversee and/or set standards
of practice to meet required quality levels and fitness industry needs.
6) (Marimuthu, Ismail, 2012): “Service Quality in Higher Education:
Comparing the Perceptions of Stakeholders”:
Research Purpose and Methodology:
This paper empirically examines issues and some critical aspects concerning
the development of service quality measures for educational institution that include
various members of stakeholders as customers. This paper is expected to give a better
understanding of service quality’s improvement strategies in higher educational
sector.
This paper therefore reports on a study that compares the students and
academic staff perception as members of stakeholder toward the quality of service
offered by administrate staff at the HEIs.
Research Findings and Results:
The perceptions of academic staff towards the service quality offered by
administrative staff at their responsibility center are below the expectations of the
students at the same responsibility center. This is due to the higher expectation of the
students towards the higher education institution compared to the academic staff.
Since the students have higher expectation towards the service offered by
administrative staff, the satisfaction of the students is lower compared to the
satisfaction of the academic staff for the quality of service offered by the
administrative staff.

[40]

7) (Zaharie, McDougall, 2012): “Stakeholders’ Perspectives on Higher
Education

Quality:

Divergent

Expectations

or

Partnership

for

Development?”:
Research Purpose and Methodology:
The paper aims to identify the most important quality dimensions of higher
education from the perspectives of four categories of stakeholders. A questionnaire
based survey was applied on 262 participants (students, employers, graduates and
teaching staff).
Research Findings and Results:
It appears that employers and students, teachers and graduates have an interest
to adopt a definition in favor of their own category. Hence, an accurate delineation of
the criteria used by each category of stakeholders in defining quality becomes more
imperative.
By comparing the different perspectives, the study highlights the common
elements in defining and approaching quality in higher education, together with the
aspects perceived differently. Succeeding in maintaining balanced integration of
stakeholders’ perspectives remains of utmost importance.
8) (Ong, Nankervis, 2012): “Service quality in higher education: Students’
perceptions in Australia and Malaysia”:
Research Purpose and Methodology:
This study used a modified SERVQUAL instrument to assess service quality,
which was further developed by Parasuraman, Zeithaml and Berry in 1988 with 5
dimensions. Samples included first and third year undergraduate business degree
program students from Australian and Malaysian Universities to participate in this
study.
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Research Findings and Results:
The findings showed that there is a significant difference between first and
third year students’ expectations of service quality in Malaysia. However, there was
no significant difference found in students’ perception and discrepancy/gap of
service quality between first and third year students in Australia and Malaysia.
9) (Hirmukhe, 2012): “Measuring Internal Customers’ Perception on Service
Quality Using SERVQUAL in Administrative Services”:
Research Purpose and Methodology:
The objective of the study was to apply the SERVQUAL instrument to the
services of 33 Tehsil offices and provide a small contribution towards improving the
administrative service by analyzing the results of this study. The scientific methods
used, a quantitative research method based on s survey instrument and supported by
qualitative data, provided conditions to carry out this research. The results generated
from the study provided insight into the quality of services provided by the Tehsil
office with a considerable degree of applicability. The service experiences are
generating unsatisfactory perceptions among the officers.
Research Findings and Results:
The scores are generated by the difference between the officers’ perceptions
and expectations. Negative scores indicate that the expectations are higher than the
perceptions suggesting a scope for improvement.
10) (Sultan, Wong, 2011): “Service Quality in a Higher Education Context:
Antecedents and Dimensions”:
Research Purpose and Methodology:
The aim of this paper is to examine the perceptions of students with regard to
antecedents and dimensions of service quality in a higher education context. The
study employed both qualitative and quantitative research methods.
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Research Findings and Results:
The findings show that information and past experience are significant
determinants to form and evaluate service quality in a higher education context, and
that service quality is a second order construct. The core dimensions of service
quality are academic service quality, administrative service quality and facilities
service quality in the context of Central Queensland University (CQUni).
11) (Khodayari, & Khodayari, 2011): Service Quality in Higher Education, Case
study: Measuring service quality of Islamic Azad University”:
The aim of this article is measuring service quality in education is increasingly
important for attracting and retaining tuition-based revenues. The objectives of this
paper are two folds: first, to identify the service quality factors. Second, describe
research undertaken to assess the quality of service provided by a university in Iran.
In this research we used two Questionnaires with 22 questions with seven-point
Likert scale was used to measure the perceptions and expectations of perceived
quality were distributed.
Research Findings and Results:
The results show that gap between student`s perceptions and student`s
expectations exist.
12) (Rahaman, et al, 2011): “Measuring Service Quality using SERVQUAL
Model: A Study on PCBs (Private Commercial Banks) in Bangladesh”:
Research Purpose and Methodology:
This paper highlighted important service quality gaps associated with external
customer services in the baking services of the Bangladesh especially in PCBs.
Another aim of this paper is to point out how management of service improvement
can become more logical and integrated with respect to the prioritized service quality
dimensions and their affections on increasing or decreasing service quality gaps.
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Research Findings and Results:
The study concluded that the gap is widest for the aspects that respondents
perceive as most important. The dimension with the largest gap is responsiveness
The top three aspects seem to relate to reliability; one to responsiveness and another
aspect is relate to assurance dimension. On the other hand, the bottom three aspects
relate to empathy, one for responsiveness and another relate to tangible dimension.
13) (Riznić, et al, 2011): “An Empirical Assessment of the Applicability of
SERVQUAL Framework in Higher Education Setting”:
Research Purpose and Methodology:
The paper addresses the issue of higher education service quality measurement
and stresses the need for both psychometrically and practically sound measurement
instruments. The main objective of the study is to explore the suitability of
SERVQUAL, generic multiple-item scale, within the context of higher education.
The main objective of this study was to assess SERVQUAL's applicability in
higher education setting in Serbia. Research conducted on a sample of undergraduate
students attending Engineering Management course at Technical faculty in Bor
yielded five dimensions of higher education service quality. Although the attributes
did not completely load as expected, a plausible explanation for the factor structure
could be similarity in respondents' ratings of scale paragraphs pertaining to different
dimensions.
Research Findings and Results:
The findings indicate that the SERVQUAL framework is suitable for service
quality evaluation in higher education setting. In order to encourage further interests
on the subject, some managerial implications are highlighted and directions for future
researches are suggested.
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14) (markovi´c, & raspor, 2010): “Measuring Perceived Service Quality Using
servqual: A Case Study of the Croatian Hotel Industry”:
Research Purpose and Methodology:
The purpose of the study is to examine customers’ perceptions of service
quality in the Croatian hotel industry. The aim is to assess the perceived service
quality of hotel attributes and to determine the factor structure of service quality
perception. A modified servqual scale was used to assess service quality perceptions
from the perspective of domestic and international tourists. Data were collected in 15
hotels in the Opatija Riviera (Croatia), using a self-administered questionnaire.
Descriptive statistical analysis, exploratory factor analysis and reliability analysis
were conducted.
Research Findings and Results:
The study results indicate the rather high expectations of hotel guests
regarding service quality; ‘Reliability,’ ‘empathy and competence of staff,’
‘accessibility’ and ‘tangibles’ are the key factors that best explained customers’
expectations of hotel service quality. The findings can be used as a guide for hotel
managers to improve the crucial quality attributes and enhance service quality and
business performance.
15) (Mosahab, et al, 2010): “Comparison of Service Quality Gaps among
Teachers and Students as Internal and External Customers”:
Research Purpose and Methodology:
This study aims to compare the quality gap of educational services among
students (service customers) and teachers (service providers) at the district 6 public
high schools of Tehran, Iran. In a cross-sectional study, the survey questionnaire was
completed by two distinct groups of respondents, 230 teachers and 384 students.

[45]

Research Findings and Results:
Findings indicate that there is negative gap in each of the five dimensions
among both groups of teachers and students. Quality gaps from viewpoint of both
groups were negative. The largest mean quality gap from students and teachers
viewpoint was in the responsiveness and tangibility dimensions, respectively. The
largest and smallest differences between students and teachers viewpoint were in the
responsiveness and tangibility dimensions.
16) (Daniel, Berinyuy, 2010): “Using the SERVQUAL Model to assess Service
Quality and Customer Satisfaction. An empirical study of grocery stores in
Umea”:
Research Purpose and Methodology:
The main purpose of this study theoretically is finding out how applicable the
SERVQUAL model is in the context of grocery stores and empirically, describe how
consumers (students) perceive service quality and whether they are satisfied with
services offered by these stores in Umea.
A self-completion questionnaire was developed from the SERVQUAL
instrument and distributed using a convenience sampling technique to students in the
Umea University campus to determine their perceptions of service quality in grocery
stores.
Research Findings and Results:
From the analysis carried out, it was found out that, the SERVQUAL model
was not a good instrument to measure service quality because some of the paragraphs
under the dimensions overlapped and regrouped under different dimensions from the
factor analysis carried out. It also showed some paragraphs associated to more than
one component.
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Some dimensions showed a reliability scale of less than 0.7 which could have
been as result of the wordings used in the questionnaires or the number of paragraphs
used under each dimension. Also, it was found that the overall service quality
perceived by consumers was not satisfactory meaning expectations exceeded
perceptions and all the dimensions showed higher expectations than perceptions of
services. Practical implications suggest that grocery stores in Umea are not providing
the level of service quality demanded by customers. The findings suggest that
grocery stores need to improve all the dimensions of service quality from the gap
analysis carried out.
17) (Mohamed, 2009): “Quality of Service in Higher Learning Institution:
Employee Perspective”:
Research Purpose and Methodology:
This study aims to investigate the perceived service quality of OUM university
from their employees perspective. Population: 434 OUM employees (as of July 2008),
Sample size: 65 OUM employees (various departments), Response rate: 56.5% (115
distributed; 65 returned).
Research Findings and Results:
The study concludes that the employees were satisfied with the quality of
services provided by OUM. However, there was a low level of service quality at
OUM as perceived by employees (i.e. the performance was less than what the
employees expected, P < E).
18) (Oliveira, 2009): “Adaptation and application of the SERVQUAL scale in
higher education”:
Research Purpose and Methodology: Oliveira
The objective of this paper is to propose an adaptation of the SERVQUAL
scale’s generic questionnaire for the higher education service sector and present the
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main results of its application in students of the production engineering program at
São Paulo State University (UNESP) in Brazil. Thirty-eight questionnaires were
applied to measure perception in entering students and twenty-eight to measure
expectations in graduating students.
Research Findings and Results:
The objective proposed in this study was to adapt the SERVQUAL scale to the
Higher education service activity and to present the results of its application in an
engineering institution, and it was appropriately met.

19) (Presbury, 2009): “Service Quality in Sydney Hotels: A Perspective from
Managers, Staff, and Customers”:
Research Purpose and Methodology: Oliveira
The research presents and discusses a comprehensive analysis of the
expectaions and perceptions of key actors, the customers, managers, and employees
of hotels, a long with a service performance analysis, using both quantitative and
qualitative data collection. The promary focus of this research is to analyse the needs,
expectations, and perceptions of three-, four-, and five-star hotel customers in
Sydney, Australia.
Research Findings and Results:
The results of this research revealed that respondents hold numerous and differing
views about the notion of service quality.

20) (Stodnick, & Rogers, 2008), “Using SERVQUAL to Measure the Quality of
the Classroom Experience”:
Research Purpose and Methodology:
Little research has been done to extend traditional service management
concepts to educational settings. This research attempts to bridge this gap by
applying the SERVQUAL scale, a well-validated and widely used service operations
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construct, to the classroom environment.
Research Findings and Results:
The findings show that the SERVQUAL scale exhibits both reliability and
convergent and divergent validity; in fact, in these regards, it outperforms traditional
student assessment scales. Moreover, the scale can explain significant amounts of
variances in student-related outcome variables such as satisfaction and learning. This
innovative approach to measuring classroom service quality does indeed show that
students can be viewed as customers and has far-reaching implications to all
stakeholders in the delivery of higher education.
21) (Gayatri, et al, 2005): “Understanding Service Quality From The Islamic
Customer Perspective”:
Research Purpose and Methodology:
The purpose of this qualitative study is to explore service quality from the
perspectives of the Muslim customers in Indonesia. Interviews were conducted in
Indonesia with a sample of Javanese-Muslim customers of airline, retail, hotel and
restaurant industries. Preliminary analysis suggests some distinct outcomes and
results in identification of this area as a fertile field for future research. The research
provides important insights for service providers who will target the Muslim
customers.

This

research

also

has

potential

to

enrich

service

quality

conceptualization, theory and measurement.
Research Findings and Results:
Research finds Muslim customers perceive many similar key issues when
evaluating services as in Brady and Cronin’s (2001) work. However the Muslim
customer also has some additional ‘standards’ that are different from other (nonMuslim) customers when perceiving the quality of services. These additional key
attributes relate to the Muslim values system – both in terms of religious practices
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and also broader value positions and have the potential to significantly influence
Muslim customers’ service quality needs and to link to their post purchase behavior.
Although it is still early to conclude, investigation of the research questions
indicates: Islamic-cultural values do influence Muslim’s evaluation criteria for retail;
restaurant, hotel, and airlines service quality.
22) (Juwaheer, 2005): “Assessing service quality in the Higher Education (HE)
sector of Mauritius-academics’ perceptions of the University of Mauritius”:
Research Purpose and Methodology:
The present research work focuses on an exercise to measure perceived quality
with academic staff within the context of the five faculties of the University of
Mauritius using a questionnaire developed and adapted from the SERVQUAL
instrument. A total of 56 academics have completed the survey during the period
September 2004 to March 2005.
Research Findings and Results:
Several service quality dimensions were identified and as expected,
academics’ experiences of service delivery fell short of their expectations across all
the dimensions of service quality. The most important service quality predictor for
academics pertained to the “Academics’ Nature of Work” Dimension.
23) (Athiyaman, 2000): “Perceived service quality in the higher education sector:
An empirical analysis”:
Research Purpose and Methodology:
This research examines the relationship between ‘service quality of a
university’ and ‘diffusion of information about the university’. The research
highlights the differences between consumer satisfaction and perceived service
quality perceptions. In addition, a multi-item scale that could be used to assess
university quality is presented.
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Research Findings and Results:
The analysis done for this paper clearly shows that service quality is
significantly related to diffusion of information about the courses of a university.
24) (Galloway, 1998): “Quality perceptions of internal and external customers: a
case study in educational administration”:
Research Purpose and Methodology:
The study describes an exercise to measure perceived quality with two distinct
customer groups, academic and technical staff and students, within the context of a
university faculty office using a questionnaire developed from the SERVQUAL
instrument.
Research Findings and Results:
In common with other researchers, it is found that SERVQUAL does not give
a good fit to the situation, and that expectation contributes nothing to the predictive
value of the data. Significant differences in the factors determining perceived quality
are found to exist between internal and external customers. It is suggested that the
differences arise from the degree of dependence and frequency/length of contact
between the service and the customer, and that this might be a more general
phenomenon related not only to the internal/external divide, but to other customer
characteristics in both public and private sectors.
25) (Coleman, et al, 1997): “Toward a TQM Paradigm: Using SERVQUAL to
Measure Library Service Quality”:
Research Purpose and Methodology:
The study aims to provide feedback from customers on their minimum
perceived and desired levels of service from an academic library. The devised
measuring instrument is based on SERVQUAL, a service quality survey created by
Leonard L. Berry, A. Parasuraman, and Valarie A. Zeithaml. The SERVQUAL survey
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is designed to measure service quality in five dimensions: tangibles, reliability,
responsiveness, assurance, and empathy.
Research Findings and Results:
Survey results showed a discrepancy in the quality of the services provided by
the library and those desired by its customers. For this study, customer ranking of the
relative importance of the five service quality dimensions is as follows: reliability,
responsiveness, assurance, tangibles, and empathy. Of the library’s overall perceived
performance for the twenty-two questions, fourteen (64%) of the scores fell within the
zone of tolerance, six (27%) fell below the minimum acceptance level, and two (9%)
were averaged right at the minimum acceptance level. Most of the scores within the
zone of tolerance were nearer the minimum than the desired level of service. None of
the perceived scores was above the desired service level. Altogether, the data clearly
indicate there is a mismatch between the priorities expressed by the library’s customers
and the levels of service quality delivered by the library.
3.3.

Aspects of agreement and disagreement with previous studies

3.3.1. The above reviewed studies agreed with this study in:
1)

Focusing on the quality of the services that must meet the customers’
expectations of businesses and in how those customers assess their
perception to the quality of the services they had comparing with their
expectations.

2)

Using the analytical descriptive methodology to collect and analyze data.

3)

Using the original or modified SERVQUAL instrument to assess the quality
of services in different firms.

3.3.2. Most of the above reviewed studies assessed the quality of services using
SERVQUAL in the educational sector (eighteen one of the twenty-six), while
others assessed the quality of services in different contexts (eight of the
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twenty-six). Algazaeri, et al, (2011), and Soita, (2012) made the assessment of
the quality of services in the health sector, while Shousha’a, (2004) and
Rahaman, et al, (2011) made it in the banking sector, and markovi´c, & raspor,
(2010), Daniel, & Berinyuy, (2010), Coleman, et al., (1997), and Gayatri, et al,
(2005) made it in the hotels, grocery stores, library, and other sectors
respectively.
3.3.3. This study covered all the accredited HEIs in Palestine, and a sample selected
to represent the overall population of these institutions.
3.3.4. This study determined the random sample of the study in a multi steps way to
ensure that it will give the same chance to each member in the overall
population.
3.4.

Benefits of previous studies:

The researcher used the reviewed literatures in:
3.4.1. Revising and building the theoretical framework of the study.
3.4.2. Adopting the default SERQUAL questionnaire to serve the assessment process
in the education sector context.
3.4.3. Viewing the statistical techniques used to analyze collected data, and how they
interpreted the results of the analysis of these data.
3.4.4. Viewing the references and literatures they used to made their studies.
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Chapter 4: Study Methodology
Study Methodology
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1. Introduction:
This chapter describes the methodology that was used in this study. The chapter
includes the following sections: the information about the study design, study
population, questionnaire design, statistical data analysis, content validity, reliability,
and pilot study.
2. Study Design:
The study follows a six-stage phase to achieve the goal of it. The followings
illustrate these stages:
The first stage of the study thesis included identifying and defining the problems and
establishment objective of the study and the development of the study plan.
The second stage of the study included a summary of the comprehensive literature
review.
The third stage of the study focused on conducting a pilot study on a random sample
of the study population. The questionnaire was used to collect the required data in
order to achieve the study goal and objectives. The questionnaire was modified
accordingly, through distributing the questionnaire on them. The purpose of the pilot
study was to test if the questionnaire is clear, valid, and reliable to achieve the goal of
the study.
The fourth stage of the study focused on distributing the questionnaire on the study
sample.
The fifth stage of the study was data analysis and discussion. The Statistical Package
for the Social Sciences (SPSS) was used to perform the required analysis.
The sixth stage includes the conclusions and recommendations.
491 questionnaires were distributed to the study population and 440 questionnaires
were received with a response rate of 89.61% of the distributed sample.
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The following figure shows the methodology flowchart, which leads to achieve the
study objective.

Develop
Research Plan

Topic Selection

Identify the
Problem

Thesis Proposal

Define the Problem

Literature Review

Establish Objective

Field Surveying

Questionnaires Design
Pilot
Questionnaires
Questionnaires
Questionnaires
Validity

Results and
Data Analysis

Questionnaires
Reliability

Conclusion &
Recommendation

Figure 4:methodology flowchart of the study, Researcher

3. Data Collection Methodology:
In order to collect the needed data, the researcher used the secondary sources in
collecting data such as books, journals, statistics and web pages, in addition to primary
sources that not available in secondary sources. This primary data was collected
through distributing questionnaires on the study sample in order to get their responses
about the subject matter.
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4. Population and Sampling:
According to the Palestinian Higher Education Statistics Yearbook (HESY) of
the academic year 2011/2012, which the study was conducted basing on it, the study
population for this study consisted from all the staff (academic and administrative
staff) of the accredited Palestinian HEIs (49 HEIs, 14667 Employee). After starting the
study, the handbook of 2012/2013 was published on September 2013 and the total
number of the staff of HEIs was increased to be 15601 one. A stratified random sample
of the population was selected. The following table (Table (8)) illustrates the
distribution of the staff among the accredited Palestinian HEIs.
According to the following equation, the representative sample of the study
population was:
N

NP
15601

 390.0006
2
1  ( NP  e ) 1  15601 * 0.05 * 0.05

Where N: Sample size, NP: population size, and E: the errors term = 0.05.
In order to give an equal chance for each member of the population to be
included in the study sample, the sample of each HEI was determined according to the
size (No. of staff) of it and its representation rate on the whole community (15601 staff
members) of HEIs. This was specified by dividing the population size for each HEI on
the overall population then multiplying the resulted fraction by the required overall
sample (491).
In order to insure that 100% of the specified sample size (390) that is required
to respond to the questionnaire of the study will be retrieved, the researcher modified
the sample by adding 20% (78) to the sample required from each HEI and he ceiled the
fractional resulted sample size for each HEI to the closest larger integer number of the
required fractional number of responses. This leads the overall sample that are going to
be distributed to be 491 one.
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Table 8:

HEIs staff distributions, (HESY,2013):
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The following table illustrates the distribution of the overall population\staff
among the Palestinian HEIs, and the original and modified sample size required from
each one of them.
Table 9: Statistics about HEIs and Sampling

Date of Data: 07/01/2013
Sr.

Institution Name

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.
26.
27.

Al Azhar University – Gaza
Islamic University – Gaza
Al-Aqsa University
Hebron University
Palestine Polytechnic University
Bethlehem University
Al-Quds University
Birzeit University
An-Najah National University
The Arab American University
Palestine technical university kadoorie

University of Palestine
Al Istiqlal University
Gaza University
MCC College
Bethlehem Bible College
Educational Sciences University College-Males
Educational Sciences University College-Females

Islamic Dawa College-Qalqilia
Al_Dawa-Islamic-College-Gaza
Ibnsina Nursing And Midwifery College

Al-Makassed Nursing College
Palestine College Of Nursing
University College of Applied Sciences

Palestine Technical College-Aroob
Palestine-Technical-College-Deir-Albalah
Palestine-Technical-Girls-College-Ramallah

Overall
Population

Overall
Sample

population
Size

15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601

390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390
390

610
1699
945
411
368
357
1433
1155
1888
553
261
202
310
54
211
25
80
150
22
71
51
14
49
765
81
127
98
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Modified

Sample
Sample Size
Size
(+20%)
15.25
42.47
23.62
10.27
9.20
8.92
35.82
28.87
47.20
13.82
6.52
5.05
7.75
1.35
5.27
0.62
2.00
3.75
0.55
1.77
1.27
0.35
1.22
19.12
2.02
3.17
2.45

18.30
50.97
28.35
12.33
11.04
10.71
42.99
34.65
56.64
16.59
7.83
6.06
9.30
1.62
6.33
0.75
2.40
4.50
0.66
2.13
1.53
0.42
1.47
22.95
2.43
3.81
2.94

Ceiling
Sample
19
51
29
13
12
11
43
35
57
17
8
7
10
2
7
1
3
5
1
3
2
1
2
23
3
4
3

28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44.
45.
46.
47.
48.
49.

Wajdi University College of Technology
Palestine Ahliya University College

Arab-Community-College-Rafah
Haja-Andaleeb Al_Amad Nursing and Midwifery College

Gaza Training Center
Gaza Community College for Tourist Studies

Community Health College
Hisham Hijjawi College of Technology/

Hebron Nursing College
Ibrahimia college-jerusalem
Isaash Al Osra College
The Faculty of Intermediate Studies
Nursing College- Karitas Hispital
Al Najah Community College
Palestine Polytechnic UniversityCollege of Applied Professions
Talita-Goomi Community College
Al_Ummah Technical Community College
Al_Rawdah College for Vocational Sciences

College of Dar El Dawa and Humanities
Al_Aqsa Community College for Intermediate Studies.

Dar Al-Kalima College
Al-Quds Open University
Summation

15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601
15601

390
390
390
390
390
390
390
390
390
390
390
390
390
390

27
110
26
10
104
17
16
93
26
18
9
142
10
19

0.67
2.75
0.65
0.25
2.60
0.42
0.40
2.32
0.65
0.45
0.22
3.55
0.25
0.47

0.81
3.30
0.78
0.30
3.12
0.51
0.48
2.79
0.78
0.54
0.27
4.26
0.30
0.57

1
4
1
1
4
1
1
3
1
1
1
5
1
1

15601

390

87

2.17

2.61

3

15601
15601
15601
15601
15601
15601
15601
15601

390
390
390
390
390
390
390
390

21
44
83
19
18
64
2648
15601

0.52
1.10
2.07
0.47
0.45
1.60
66.20
390.00

0.63
1.32
2.49
0.57
0.54
1.92
79.44
468.00

1
2
3
1
1
2
80
491

After determining the required sample size, the researcher determined the
random respondents of each HEI by a multi stage procedure by the following steps:
1. The researcher contacts and cooperates with Accreditation and Quality
Assurance Commission of Higher Education Institutions (AQAC) to manage
and follow the progress of the process of responding to the study, and a formal
message was published by AQAC for all of them.
2. The researcher contacts the vice presidents of the administrative affairs and the
directors of the personnel affairs and Quality Management Departments on
each HEI to get a list for the entire employee IDs of full time staff of the
institution.
3. The researcher collects all the lists of all HEIs and sorted them sequentially
from 1 to the Size-of-Staff for each institution.
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4. The researcher used the RANDBETWEEN(bottom, top)* equation on an excel
sheet document to select a random set of employee IDs ranges from the 1st to
last staff ID for each HEI on the sheet document.
5. After having the required number of staff-IDs basing on the required sample
size of the HEIs, the researcher names the name of each ID basing on the list
got from the HEIs.
6. The researcher contacts the personnel affairs on each HEI to get the contact
information of the obtained RANDBETWEEN equation.
7. The researcher starts distributing the questionnaires on the HEIs cooperating
with the AQAC and personnel affairs on these HEIs.
RANDBETWEEN(bottom, top): a function that returns a random number between
bottom and top.
The following table illustrates the selected staff IDs\Respondents basing on the
RANDBETWEEN equation:
The 491 questionnaires were distributed to the study sampple. 48 of the 49
HEIs responded to the questionnaire (98%) and the retrieved number of questionnaire
was 440, with a response rate (89.61%).
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Table 10: Respondent NO. and ID in HEIs

[63]

5. Questionnaire content:
The used questionnaire of the study developed by (Parasuraman, 1988) with the
SERVQUAL model to evaluate the five dimensions of quality services including
tangibility, reliability, assurance, empathy and responsiveness in the Palestinian HEIs.
The questionnaire included a covering letter explaining the purpose of the study, the
way of responding, and the confidentiality of information in order to encourage a high
response rate. The questionnaire included multiple-choice questions: which used
widely in the questionnaire. The variety in these questions aims first to meet the study
objectives, and to collect all the necessary data that can support the discussion, results
and recommendations in the study.
The first part of the questions was about the HEI nature followed by the HEI
classification, HEI sector, and HEI-job’s classification. The second part consisted of
the personal data regarding the demographic characteristics of the respondent. This is
in term of gender, qualification, and years of experience of the respondent.
The SERVQUAL paragraphs of each dimension in the questionnaire were the
third part, aiming at assessing the quality of services in the HEIs from the staff
perspective using SERVQUAL model. The model consists of the following
dimensions:
5.1. Tangibles, which consist of four questions that reflects the tangibility degree
of the service the staff received. These paragraphs are: modern looking
equipment, the physical facilities, neat appearing of employees, and materials
associated with the service appealing).
5.2. Reliability, which consists of five questions that reflects the reliability degree
of the service the staff received. These paragraphs are: promise time
commitment, sincere interest in solving problems, rightness of performing
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service, first time succession of the execution of the service, and error free
records execution of the service.
5.3. Responsiveness, which consists of four questions that reflects the
responsiveness degree of the service the staff received. These paragraphs are:
the exact time to serve, the promptly of serving the staff, the willing degree to
help the staff, and the busyness degree towards serving the staff.
5.4. Assurance, which consists of four questions that reflects the assurance degree
of the service the staff received. These paragraphs are: confidential behaves
with the staff, degree of safety the staff feel towards HEI, courteous dealing of
HEI with his staff, and having the needed knowledge to answer the staff
interprets.
5.5. Empathy, which consists of five questions that reflects the empathy degree of
the service the staff received. These paragraphs are: individual attention to the
staff, operating hours, personal attention towards the staff, interest degree to
the staff, and the understandability to the specific needs of the staff/
And all questions follow likert 5 scale as the following:
1) The 5th degree (Strongly Agree) represents a high level of assessing the
paragraph.
2) The 4th degree (Agree) represents an accepted level of assessing the paragraph.
3) The 3th degree (Mid-Agree) represents a middle level of assessing the
paragraph.
4) The 2nd degree (Weak Agree) represents a weak level of assessing the
paragraph.
5) The 1st degree (Disagree) represents the lowest level of assessing the
paragraph.
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6. Empirical Description:
The SERVQUAL five dimensions that were used are (Tangibles, Reliability,
Responsiveness, Assurance, and Empathy) which are subdivided into 44 paragraphs
(22 for expectations, 22 for perceptions), which were directed to measuring service
quality in HEIs in our case.
As stipulated by the SERVQUAL model, the statements divided into two parts,
the first part seeks to measure the expectations of staff members, and the second part
seeks to measure their perceptions. Beside a demographic part provides general
information about respondents including HEI Classification, HEI Sector, Job
Classification, Gender, Qualification, and Years of Experience. This is to get a better
understanding of the type of respondents and relate it to how they perceive service
quality in HEIs. The questionnaire discussed with arbitrators and then tested. From the
testing, respondents were quite comfortable with the questionnaire unless for
statements of expectations, which make some confuse with their versus-understanding
to the perception of it. This leads the supervisor and the experts to adviced to add
“YOU EXPECT” at the beginning of each expectation’s item in all paragraphs in order
to keep remembering the respondent to assess the expectation of the item rather than
the perception of it.
The study used the SERVQUAL model as the basis for the structured
questionnaire because it provides the needed information to answer the study questions
about how staffs assess service quality in HEIs by assessing the difference between the
expectation and perception of quality of services experienced by staff in 49 HEIs. This
will enable us to know what the perceived service quality by staff is, and to identity
what paragraphs of the SERVQUAL dimensions the staff are satisfied with.
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The SERVQUAL dimensions/paragraphs are main variables used in this study
and they coded in order to ease the analysis and use of them in our analysis of the
collected data. Here is the coding of the variables.
SERVQUAL Dimensions/Items:
Expectation of Tangibles (ETA):
1. E1 you expect that excellent HEIs will have modern looking equipment.
2. E2 you expect that the physical facilities at excellent HEIs will be visually
appealing.
3. E3 you expect that employees at excellent HEIs will be neat appearing.
4. E4 you expect that the materials associated with the service (such as pamphlets
or statements) will be visually appealing at excellent HEIs.
Expectation of Reliability (ERL):
1. E5 you expect that when excellent HEIs promise to do something by a certain
time, they do.
2. E6 you expect that when a staff has a problem, excellent HEIs will show a
sincere interest in solving it.
3. E7 you expect that excellent HEIs will perform the service right the first time.
4. E8 you expect that excellent HEIs will provide the service at the time they
promise to do so.
5. E9 you expect that Excellent HEIs will insist on error free records
Expectation of Responsiveness (ERS):
1. E10 you expect that employees of excellent HEIs will tell the staff exactly
when services will be performed.
2. E11 you expect that employees of excellent HEIs will give prompt service to
the staff.
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3. E12 you expect that employees of excellent HEIs will always be willing to help
the staff.
4. E13 you expect that employees of excellent HEIs will never be too busy to
respond to staff requests.
Expectation of Assurance (EAS):
1. E14 you expect that the behavior of excellent HEIs will instill confidence in
their staff.
2. E15 you expect that the staff of excellent HEIs will feel safe in transactions.
3. E16 you expect that employees of excellent HEIs will be consistently courteous
with the staff.
4. E17 you expect that excellent HEIs will have the knowledge to answer staff’s
questions.
Expectation of Empathy (EEM):
1. E18 you expect that excellent HEIs will give their staff individual attention.
2. E19 you expect that excellent HEIs will have operating hours convenient to all
their staff.
3. E20 you expect that excellent HEIs will give their staff personal attention.
4. E21 you expect that excellent HEIs will have their staff best interests at heart.
5. E22 you expect that excellent HEIs will understand the specific needs of their
staff.
Perception of Tangibles (PTA):
1. P1 your HEI has modern looking equipment.
2. P2 your HEI’s physical facilities are visually appealing.
3. P3 your HEI’s reception desk employees are neat appearing.
4. P4 materials associated with the service (such as pamphlets or statements) are
visually appealing at Your HEI.
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Perception of Reliability (PRL):
1. P5 when your HEI promises to do something by a certain time, it does so.
2. P6 when you have a problem, your HEI shows a sincere interest in solving it.
3. P7 your HEI performs the service right the first time.
4. P8 your HEI provides its service at the time it promises to do so.
5. P9 your HEI insists on error free records
Perception of Responsiveness (PRS):
1. P10 employees in your HEI tell you exactly when services will be performed.
2. P11 employees in your HEI give you prompt service.
3. P12 employees in your HEI are always willing to help you.
4. P13 employees in your HEI are never too busy to respond to your request.
Perception of Assurance (PAS):
1. P14 the behavior of employees in your HEI instills confidence in you.
2. P15 you feel safe in your transactions with your HEI.
3. P16 employees in your HEI area consistently courteous with you.
4. P17 employees in your HEI have the knowledge to answer your questions.
Perception of Empathy (PEM):
1. P18 your HEI gives you individual attention.
2. P19 your HEI has operating hours convenient to all its customers.
3. P20 your HEI has employees who give you personal attention.
4. P21 your HEI has your best interest at heart.
5. P22 the employees of your HEI understand your specific needs.
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7. Pilot Study:
A pilot study for the questionnaire was conducted before collecting the results
of the sample. It provides a trial run for the questionnaire, which involves testing the
wordings of question, identifying ambiguous questions, testing the techniques that used
to collect data, and measuring the effectiveness of standard invitation to respondents.
Although the study based on the already reliable and valid model
(SERVQUAL), the study will test the validity and reliability of the questionnaire to
make sure of the suitability of the questionnaire to the environment where the
evaluation process will performed.
8. Validity of the Study:
The validity of an instrument is defined as a determination of the extent to
which the instrument actually reflects the abstract construct being examined.
"Validity” refers to the degree to which an instrument measures what it is supposed to
be measuring", (Mason, & Bramble, 1989). High validity is the absence of systematic
errors in the measuring instrument. When an instrument is valid, it truly reflects the
concept that is supposed to measure. Achieving good validity required the care in the
study design and sample selection. The amended questionnaire was by the supervisor
and many experts in the tendering and bidding environments to evaluate the procedure
of questions and the method of analyzing the results. The expertise agreed that the
questionnaire was valid and suitable enough to measure the purpose that the
questionnaire designed for it.
8.1. Content Validity of the Questionnaire:
Content validity test was conducted by consulting two groups of experts. The
first was requested to evaluate and identify whether the questions agreed with the
scope of the paragraphs and the extent to which these paragraphs reflect the concept of
the study problem. The other was requested to evaluate that the instrument used is
valid statistically and that the questionnaire was designed well enough to provide
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relations and tests between variables. The two groups of experts did agree that the
questionnaire was valid and suitable enough to measure the concept of interest with
some amendments.
8.2. Statistical Validity of the Questionnaire:
To insure the validity of the questionnaire, two statistical tests were applied.
The first test is Criterion-related validity test (Pearson test) which measures the
correlation coefficient between each paragraph in the dimension and the whole
dimension. The second test is structure validity test (Pearson test) that used to test the
validity of the questionnaire structure by testing the validity of each dimension and the
validity of the whole dimensions. It measures the correlation coefficient between one
dimension and all the dimensions of the questionnaire that have the same level of
similar scale.
A. Criterion Related Validity (Internal consistency):
Criterion Related Validity (Internal consistency) of the questionnaire is
measured by a scouting sample, which consisted of thirty-five questionnaires, through
measuring the correlation coefficients between each paragraph in one dimension and
the whole dimension. Table No. (10) shows the correlation coefficient and p-value for
each item of each one of the quality of service determinant (Expectations or
Perceptions). Expectations’ paragraphs were selected to test the internal consistency.
As show in the table, the p-Values are less than 0.05 or 0.01,so the correlation
coefficients of this dimension are significant at α = 0.01 or α = 0.05, so it can be said
that the paragraphs of this dimension are consistent and valid to be measure what it
was set for.
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Table 11: The correlation coefficient between each item in the dimension and the whole paragraphs of the
questionnaire:

No

1.
2.
3.
4.

5.
6.
7.
8.
9.
10.
11.
12.
13.

14.
15.
16.
17.

Items
Tangibles Dimension
You expect that excellent HEIs will have modern looking
equipment.
You expect the physical facilities at excellent HEIs will be visually
appealing.
You expect that Employees at excellent HEIs will be neat
appearing.
You expect that materials associated with the service (such as
pamphlets or statements) will be visually appealing at excellent
HEIs.
Reliability Dimension
You expect that when excellent HEIs promise to do something by
a certain time, they do.
You expect that when a staff has a problem, excellent HEIs will
show a sincere interest in solving it.
You expect that excellent HEIs will perform the service right the
first time.
You expect that excellent HEIs will provide the service at the time
they promise to do so.
You expect that excellent HEIs will insist on error free records.
Responsiveness Dimension
You expect that excellent HEIs will tell their staff exactly when
services will be performed.
You expect that excellent HEIs will give prompt service to
customers.
You expect that excellent HEIs will always be willing to help
customers.
You expect that excellent HEIs will never be too busy to respond
to staff’s requests.
Assurance Dimension
You expect that the behavior of excellent HEIs will instill
confidence in their staff.
You expect that the staff of excellent HEIs will feel safe in
transactions.
You expect that employees of excellent HEIs will be consistently
courteous with staff.
You expect that excellent HEIs will have the knowledge to answer
staff’s questions.
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Pearson
coefficient

pvalue

0.655

0.000

0.690

0.000

0.750

0.000

0.665

0.000

0.742

0.000

0.787

0.000

0.570

0.000

0.613

0.000

0.540

0.001

0.512

0.002

0.624

0.000

0.709

0.000

0.546

0.001

0.868

0.000

0.810

0.000

0.679

0.000

0.592

0.000

18.
19.
20.
21.
22.

Empathy Dimension
You expect that excellent HEIs will give staff individual attention.
You expect that excellent HEIs will have operating hours
convenient to all their staff.
You expect that excellent HEIs will give staff personal attention.
You expect that excellent HEIs will have their staff’s best interests
at heart.
You expect that excellent HEIs will understand the specific needs
of their staff.

0.788

0.000

0.708

0.000

0.657

0.000

0.738

0.000

0.736

0.000

B. Structure Validity of the Questionnaire
Structure validity is the second statistical test that used to test the validity of the
questionnaire structure by testing the validity of each dimension and the validity of the
whole dimensions. It measures the correlation coefficient between one dimension and
all the dimensions of the questionnaire that have the same level of likert scale.
As shown in table No. (11), the significance values are less than 0.01, so the
correlation coefficients of all the dimensions are significant at α = 0.01, so it can be
said that the dimensions are valid to measure what it was set for to achieve the main
goal of the study.
Table 12: Structure Validity of the Questionnaire

No.

Dimension

1
2
3
4
5

Tangibles
Reliability
responsiveness
Assurance
Empathy

Pearson correlation
coefficient
0.807
0.781
0.769
0.818
0.753

p-value
0.000
0.000
0.000
0.000
0.000

9. Reliability of the Questionnaire:
Reliability of an instrument is the degree of consistency with which it measures
the attribute it is supposed to be measuring. The test is repeated to the same sample of
people on two occasions and then compares the scores obtained by computing a
reliability coefficient. For the most purposes, reliability coefficient above 0.7 is
considered satisfactory.
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9.1. Half Split Method:
This method depends on finding Pearson correlation coefficient between the
means of odd rank questions and even rank questions of each dimension of the
questionnaire. Then, correcting the Pearson correlation coefficients can be done by
using Spearman Brown correlation coefficient of correction. The corrected correlation
coefficient (consistency coefficient) is computed according to the following equation:
Consistency coefficient = 2r/(r+1), where r is the Pearson correlation
coefficient. The normal range of corrected correlation coefficient 2r/(r+1) is between
0.0 and + 1.0 As shown in Table No.(12), and the general reliability for all paragraphs
equal 0.8575, and the significant (α) is less than 0.05 so all the corrected correlation
coefficients are significance at α = 0.05. It can be said that according to the Half Split
method, the dispute causes group are reliable.
Table 13: Split-Half Coefficient method

Number

Dimension

1
2
3
4
5

Tangibles
reliability
responsiveness
assurance
empathy
Total items

personcorrelation
0.6755
0.7170
0.6899
0.6539
0.7188
0.7505

Spearman-Brown
Coefficient
0.8063
0.8352
0.8165
0.7907
0.8364
0.8575

Sig. (2Tailed(
0.0000
0.0000
0.0000
0.0000
0.0000
0.0000

9.2. Cronbach Coefficient Alpha:
This method is used to measure the reliability of the questionnaire between
each dimension and the mean of the whole dimensions of the questionnaire. The
normal range of Cronbach’s coefficient alpha value between 0.0 and + 1.0, and the
higher values reflects a higher degree of internal consistency. As shown in Table No.
(13) The Cronbach coefficient alpha was calculated. The general reliability for all
paragraphs equal 0.9330 indicating an overall reliability factor slightly same to that of
Parasuraman et al., (1988) study which was 0.92. This reliability value for our study is
substantial considering the fact that the highest reliability that can be obtained is 1.0
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and this is an indication that the paragraphs of the five dimensions of SERVQUAL
model are accepted for analysis.
Table 14: Reliability Cronbach Alpha

Number
Dimension
No. of Items Cronbach Alpha
1
4
0.8152
Tangibles
2
5
0.8724
Reliability
3
4
0.8372
responsiveness
4
4
0.8805
Assurance
5
5
0.8005
Empathy
Total sections
22
0.9330
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Chapter 5: Results and Analysis
Results and Analysis
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1. Introduction:
The objective of the analysis of primary data collected from survey as
presented in the previous chapter is to answer our research questions which include
finding out how staff perceived and expected service quality in HEIs to assess the
quality of service in these HEIs. This will enable us attain the objectives of our
research which are mainly describing empirical phenomena which are service quality
of HEIs.
Data analysis for this study was done in two stages, the preliminary analysis
and the main analysis. For preliminary analysis, which involves mainly descriptive
statistics to summarize data, the demographic characteristics of the respondents were
outlined in order to simplify the understanding of the data. While, the main analysis
which involve factor analysis whose purpose to find out the gap score analysis
whereby descriptive statistics were applied to summarize means of perceptions and
expectations of staff of HEIs. Then calculating the perception minus expectation scores
for each item and dimension in order to identify the service quality gaps was
performed.
2. Statistical Manipulation:
The statistical package for the Social Science (SPSS) was used for
manipulating and analyzing the data. Statistical methods were as follows:
1. Frequencies and Percentile.
2. Alpha-Cronbach Test for measuring reliability of the paragraphs of the
questionnaires.
3. Person correlation coefficients for measuring validity of the paragraphs of the
questionnaires.
4. Spearman –Brown Coefficient.
5. Paired samples t test for the difference between means of related samples.
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6. Independent sample t test for the difference between means of two independent
samples.
7. One way ANOVA test for the difference between means three independent
samples or more.
8. Scheffe test for Multiple Comparisons.
3. Demographic characteristics of the respondents:
The following tables illustrated the properties of the samples:
3.1. Higher Education Institutions Classification:
Table No. (14) Show that 60.5% of the sample was from “University", 16.1%
of the sample was from "University College", 8.2% of the sample was from
"Community College", and 15.2% of the sample was from "Open Education".
Table 15: Higher Education Institution Classification

Higher Education Institution Classification
University
University College
Community College
Open Education
Total

Frequency
266
71
36
67
440

Percentages
60.5
16.1
8.2
15.2
100.0

According to the last statistical handbook of the Palestinian HEIs, the
universities form 26.4% of the total HEIs and employs 10246 staff member which
forms 65.68% of the overall population (HEIs staff members), the university colleges
form 33.96% of the total HEIs and employs 1881 member which forms 12.06% of the
overall population (HEIs staff members), the community colleges form 37.74% of the
total HEIs and employs 826 member which forms 5.29% of the overall population
(HEIs staff members), and finally, the open education institutions form 1.89% of the
total HEIs and employs 2648 member which forms 16.97% of the overall population
(HEIs staff members).
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3.2. Higher Education Institution Sector distributions:
Table No.(15) show that 14.1% from the sample from Higher Education
Institution "Governmental " Sector, and 65.7% from the sample from " Public " sector
, and 17.0% from the sample from " Private " sector , and 3.2 % from the sample from
" UNRWA " sector .
Table 16: Higher Education Institution Sector

Higher Education Institution Sector
Governmental
Public
Private
UNRWA
Total

Frequency
62
289
75
14
440

Percentages
14.1
65.7
17.0
3.2
100.0

According to the HESY of the ministry of Ministry of Education Higher
Education, the governmental HEIs are 14 one and forms 26.42% of the total HEIs in
Palestine, while the public, private, and UNRWA ones are 21, 15, and 3 ones and
forms 39.62%, 28.30%, and 5.88% respectively of the total HEIs in Palestine. Due the
collecting of questionnaires stage, one of the governmental HEIs (Al Istiqlal
University) rejects to provide the research with any data about its staff because it is
classified as a military university. The required sample of this HEI is 10 out of 491
distributed questionnaires. This exception affects the percentage of governmental HEIs
in the collected questionnaires comparing with their actual contribution in the HEIs
community as stated in HESY.

Besides, as it mentioned, there was a higher

commitment level in public HEIs than of private and UNRWA HEIs.
3.3. Job Classification:
Table No.(16) show that 38.6% from the sample works as "Teaching
Academic", 19.1 % from the sample works as "Administrative Academic", 2.0% from
the sample works as "Research Academic", 27.3% from the sample works as
"Admin.\Office Staff", 3.2% from the sample works as "Teaching and Research
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Assistant", 1.8% from the sample works as "Vocational Specialists", 4.1% from the
sample works as "Technicians", and 3.9% from the sample works as "Unskilled
Workers".
Table 17: Job Classifications in HEIs

Job Classification
Teaching Academic
Administrative Academic
Research Academic
Admin.\Office Staff
Teaching and Research Assistant
Vocational Specialists
Technicians
Unskilled Workers
Total

Frequency
170
84
9
120
14
8
18
17
440

Percentages
38.6
19.1
2.0
27.3
3.2
1.8
4.1
3.9
100.0

The Higher Education Statistical Yearbook (HESY) of the Ministry of
Education and Higher Education shows that 7086 of the 15601 staff members of HEIs
is working as Academics and they form 45.42% of the whole HEIs staff community.
While, the Administrative Academic staff in HEIs is 719 one and they form 4.61% of
the staff of HEIs. 33 of HEIs staff is working as Research Academic staff and form
0.21% of the whole staff of HEIs. 2409 of them is working as Admin staff and form
15.44% of the whole staff of HEIs. 1354 of them is working as Office staff and form
8.68% of the whole staff of HEIs. 1097 of them is working as Teaching and Research
Assistant staff and form 7.03% of the whole staff of HEIs. 636 of them is working as
Vocational Specialists staff and form 4.08% of the whole staff of HEIs. 486 of them is
working as Technicians staff and form 3.16% of the whole staff of HEIs. In addition,
1799 of them is working as Unskilled Workers staff and form 11.53% of the whole
staff of HEIs,
These statistics is approximately similar to the frequency table of the Job
Classification demographic variable. The difference between them may is due to the
stability nature of the administrative job’s staff where they need not to: travel a lot,
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work as a part time at more than one HEI, and attend less hours in their HEI basing on
his academic load, like the academic staff.
3.4. Gender distribution:
Table No.(17) show that 71.1% of the sample are "Male" , and 28.9% of the
sample are "Female".
Table 18: Gender distributions of respondents

Gender
Male
Female
Total

Frequency
313
127
440

Percentages
71.1
28.9
100.0

This result of the gender distributions is similar to the HESY statistics, which
shows that 11639 (74.60%) of the staff of HEIs are Males, while 3962 (25.40%) of
them are Females.
3.5. Qualification distributions:
Table No.(18) show that 28.4% of the qualification holders are "PhD", 32.3%
of them are "Master", 25.5% of them are "Bachelor", 8.0% of them are "Diploma", and
5.9% of them are "Secondary School or Less" qualifiers .
Table 19: Qualification of the Staff of HEIs

Qualification
PhD
Master
Bachelor
Diploma
Secondary School or Less
Total

Frequency
125
142
112
35
26
440

Percentages
28.4
32.3
25.5
8.0
5.9
100.0

The HESY shows that 3119, 4355, 4173, 1290, and 2525 of the staff members
of HEIs have PhD, Master, Bachelor, Diploma, and Less than diploma qualifications
respectively. These numbers forms 19.99%, 27.91%, 26.75%, 8.27%, and 16.18% of
HEIs staff. These rates are Different to a limited extent with the frequency rates of
respondent of the questionnaire. The difference between them may is due to the
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stability nature of the administrative job’s staff where they need not to travel a lot,
work as a part time at more than one HEI, and attend less hour in their HEIs basing on
his academic load, like the academic staff.
3.6. Experience distributions:
Table No.(19) shows that 3.4% of the sample has "Less than 1 Year" of
experience, 15.7% has "1 to 5 Years" experience, 25.5% has "5 to 10 Years"
experience, 35.9% has "10 to 20 Years" experience, and 19.5% has "More than 20
Years" of experience .
Table 20: Experiences of the Staff of HEIs

Experience
Less than 1 Year
1 to 5 Years
5 to 10 Years
10 to 20 Years
More than 20 Years
Total

Frequency
15
69
112
158
86
440

Percentages
3.4
15.7
25.5
35.9
19.5
100.0

3.7. Area distributions :
Table No.(20) show that 75.7% from the Higher Education Institution from
"Gaza strip" , and 16.1% from the Higher Education Institution from " west bank " .
Table 21: Area Distribution of HEI

Area
Gaza strip
West Bank
Total

Frequency
202
238
440

Percentages
45.9
54.1
100.0

The HESY shows that 35 of the 53 Palestinian HEIs are from West Bank and
the other 18 one are from Gaza, forming 66.04% and 33.96% of the total HEIs in
Palestine. The mismatch between the HESY and frequency percents is attributed to the
size of population of the Gaza and West-banks’ HEIs, beside that, there is one HEI in
the West Bank rejected to respond to the questionaire for a security reasons.
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4. Data Analysis and Discussion:
Before going to analyze the collected data, One Sample K-S test is used to
identify if the data follow normal distribution or not, this test is considered necessary in
case of testing hypotheses as most parametric Test stipulate data to be normality
distributed and this test used when the size of the sample are greater than 50.
Resulted test as shown in table (21), clarifies that the calculated p-value is greater than
the significant level, which equals 0.05 (p-value. > 0.05), this in turn denotes that data
follows normal distribution, and so parametric tests must be used.
Table 22: One Sample K-S for Nornal Distribution

Number
Dimension
No. of items Statistic P-value
1
4
0.868
0.438
Tangibles
2
5
1.298
0.069
Reliability
3
4
1.259
0.084
Responsiveness
4
4
1.111
0.169
Assurance
5
5
1.208
0.108
Empathy
22
1.31
0.064
Total
In the following tables We use a one sample t test to test if the opinion of the
respondent in the content of the sentences are positive (weight mean greater than
"60%" and the p-value less than 0.05) or the opinion of the respondent in the content of
the sentences are neutral (p-value is greater than 0.05) or the opinion of the respondent
in the content of the sentences are negative (weight mean less than "60%" and the pvalue less than 0.05).
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4.1. Research Hypotheses:
In order to assess the quality of services offered from the Palestinian HEIs to
their staff, the research will examine the following two main hypotheses:
1) There are statistically significant differences at level   0.05 between the
perception and expectation of the services' quality of the staff of Palestinian
HEIs. The ramifications of this hypothesis are the following sub-hypotheses:
1.1.There are statistically significant differences at level   0.05 between the
perception and expectation level of tangibles of the services' of the staff of
Palestinian HEIs.
we use paired sample t test to test differences between the perception and
expectation level of tangibles of the services' of the staff of Palestinian HEIs and the
results shown in Table No. (22) as follows:
1. In paragraphs No. (4) "E4, P4", the weight mean of the expectation equals
"84.14%" and the weight mean of the perception equals "65.636%", the
difference between the expectation and the perception of the item equals
"18.50%", the t test equal 15.25 and the p-value equal "0.000" which is less than
0.05, this means that there are a statistically significant differences between the
perception and expectation of this item at significant level   0.05 in favor of
expectation of this item (E4).
2. In paragraphs No. (2) "E2, P2", the weight mean of the expectation equals
“85.59%" and the weight mean of the perception equals "68.409%". the
difference between the expectation and the perception of the item equals
"17.18%", the t test equal 16.17 and the p-value equal "0.000" which is less than
0.05, this means that there is are statistically significant differences between the
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perception and expectation of this item at significant level   0.05 in favor of
expectation of this item (E2).
3. In paragraphs No. (1) "E1, P1", the weight mean of the expectation equals "
82.73%" and the weight mean of the perception equals "67.091%", the difference
between the expectation and the perception of the item equals " 15.64%" , the t
test equal 16.00 and the p-value equal "0.000" which is less than 0.05, that means
there is a statistically significant differences between the expectation and the
perception of this item at significant level   0.05 in favor of expectation of this
item (E1).
4. In paragraphs No. (3) “E3, P3”, the weight mean of the expectation equals "
85.73%" and the weight mean of the perception equals "70.318%", the difference
between the expectation and the perception of the item equals " 15.41%", the t
test equal 15.24 and the p-value equal "0.000" which is less than 0.05, that means
there are statistically significant differences between the expectation and the
perception of this item at significant level   0.05 in favor of expectation of
this item (E3).
In general, the results show that the weight mean of the expectation equals
"84.55%" and the weight mean of the perception equals "67.864%", the difference
between expectation and perception of all paragraphs equals "16.68%", the t test equals
19.91 and the p-value equals "0.000" which is less than 0.05. This means that there are
statistically significant differences at level   0.05 between the percepted and
expected level of tangibles of the services' of the staff of Palestinian HEIs in favor of
expectation of Tangibles. Besides that, paragraphs No. (4), "E4, P4" had the largest
gap between expectation and perception of respondents, while paragraphs No. (3), "E3,
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P3" had the smallest gap compared to other paragraphs of the tangible of services’
dimension.
This means that the staff of HEIs gave the highest gap value between their
expectation and perception to item no. (4), and they expected larger than what they
expected from other paragraphs compared to the perception of each one. On the other
hand, they feel a better comfort and gave the lowest gap assessment between the
expectation and the perception of paragraphs no. (3)

1

E1

4.14

82.73

P1

3.35

67.091

2

E2

4.28

85.59

P2

3.42

68.409

3

E3

4.29

85.73

P3

3.52

70.318

4

E4

4.21

84.14

P4

3.28

65.636

4.23

84.55

Total

3.39

67.864

Total

15.64
17.18
15.41
18.50
16.68

P-value

t-value

Expectation of Tangibles
Perception of Tangibles
No.
Weight
Weight
Paragraphs Mean
Paragraphs Mean
mean
mean

Service
Quality*

Table 23: Expectation and Perception of Tangibles

16.00 0.000
16.17 0.000
15.24 0.000
15.25 0.000
19.91 0.000

Critical value of t at df "439" and significance level 0.05 equal 1.96
*Service Quality = Customers Perceptions – Customers Expectations

1.2.There are statistically significant differences at level   0.05 between the
percepted and expected level of Reliability of the services' of the staff of
Palestinian HEIs.
we use paired sample t test to test differences between the percepted and
expected level of Reliability of the services' of the staff of Palestinian HEIs and the
results shown in Table No. (23) as follows:
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Order
3
2
4
1

1. In paragraphs No. (8) "E8, P8” the weight mean of the expectation equals "
83.14%" and the weight mean of the perception equals "64.091%", the difference
between the expectation and the perception of the item equals "19.05%", the t test
equals 16.03 and the p-value equals " 0.000" which is less than 0.05, that means
there are statistically significant differences between the expectation and the
perception of this item at significant level   0.05 in favor of expectation of this
item (E8).
2. In paragraphs No. (6) "E6, P6" the weight mean of the expectation equals "
83.00%" and the weight mean of the perception equals "65.50%", the difference
between the expectation and the perception of this item equals "17.50%", the t
test equals

14.79 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E6).
3. In paragraphs No. (9) "E9, P9" the weight mean of the expectation equals
"82.68%" and the weight mean of the perception equals "65.18%", the difference
between expected and percepted equals "17.50%", the t test equals 16.67 and the
p-value equals "0.000" which is less than 0.05, that means there is are statistically
significant differences between the expectation and the perception of this item at
significant level   0.05 in favor of expectation of this item (E9).

4. In paragraphs No. (7) "E7, P7" the weight mean of the expectation equals
"81.00%" and the weight mean of the perception equals "63.54%", the difference
between the expectation and the perception of this item equals "17.45%", the t
test equals

15.22 and the p-value equals "0.000" which is less than 0.05, that
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means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E7).
5. In paragraphs No. (5)

"E5, P5" the weight mean of the expectation equals

"81.45%" and the weight mean of the perception equals "64.22%", the difference
between the expectation and the perception of this item equals "17.23%", the t
test equals

14.22 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E5).
For general, the results for all paragraphs of the Reliability of the services' of
the staff of Palestinian HEIs show that the weight mean of the expectations equals
"82.25%" and the weight mean of the perceptions equals "64.50%", the difference
between the expectation and the perception of all paragraphs equals "17.75%", the t
test equals 19.61 and the p-value equals "0.000" which is less than 0.05, that means
there are statistically significant differences at level   0.05 between the perception
and expectation level of tangibles of the services' of the staff of Palestinian HEIs in
favor of expectation of Reliability. Besides that, paragraphs No. (8), "E8, P8" had the
largest gap between expectation and perception of respondents comparing with
paragraphs of the reliability of services, while paragraphs No. (5), "E5, P5" had the
smallest gap comparing with other paragraphs of the reliability of services’
dimensions.
This means that the staff of HEIs gave the highest gap value between their
expectation and perception to item no. (8) and they expected larger than what they
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expected from other paragraphs comparing with the perception of each one. On the
other hand, they feel a better comfort and gave the lowest gap assessment between the
expectation and the perception of item no. (5)

Weight
Weight
No. Paragraphs Mean
Paragraphs Mean
mean
mean
1

E5

4.07

81.45

P5

3.21

64.227

2

E6

4.15

83.00

P6

3.28

65.500

3

E7

4.05

81.00

P7

3.18

63.545

4

E8

4.16

83.14

P8

3.20

64.091

5

E9

4.13

82.68

P9

3.26

65.182

4.11

82.25

Total

3.23

64.509

Total

17.23
17.50
17.45
19.05
17.50
17.75

P-value

Perception of Reliability

t-value

Expectation of Reliability

Service
Quality*

Table 24: Expectation and Perception of Reliability

14.22 0.000
14.79 0.000
15.22 0.000
16.03 0.000
16.67 0.000
19.61 0.000

Critical value of t at df "439" and significance level 0.05 equal 1.96
*Service Quality = Customers Perceptions – Customers Expectations

1.3.There are statistically significant differences at level   0.05 between the
percepted and expected level of responsiveness of the services' of the staff of
Palestinian HEIs.
we use paired sample t test to test differences between the percepted and
expected level of responsiveness of the services' of the staff of Palestinian HEIs and
the results shown in Table No. (24) as follows:
1. In item No. (10) "E10, P10" the weight mean of the expectation equals "83.45%"
and the weight mean of the perception equals "63.818%", the difference between
the expectation and the perception of this item equals "19.64%", the t test equals
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Order
5
2
4
1
3

17.33 and the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences between the expectation and the perception of
this item at significant level   0.05 in favor of expectation of this item (E10).

2. In paragraphs No. (13) “E13, P13” the weight mean of the expectation equals
"81.32%" and the weight mean of the perception equals "61.727%", the
difference between the expectation and the perception of this item equals
"19.59%", the t test equals 16.77 and the p-value equals "0.000" which is less
than 0.05, that means there are statistically significant differences between the
expectation and the perception of this item is at significant level   0.05 in favor
of expectation of this item (E13).
3. In paragraphs No. (11) "E11, P11" the weight mean of the expectation equals
"80.95%" and the weight mean of the perception equals "62.40%", the difference
between the expectation and the perception of this item equals "18.55%", the t
test equals 17.02 and the p-value equals "0.000" which is less than 0.05, that
means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item E(11).
4. In paragraphs No. (12) "E12, P12" the weight mean of the expectation equals
"82.91%" and the weight mean of the perception equals "64.54%", the difference
between the expectation and the perception of this item equals "18.36%", the t
test equals 17.10 and the p-value equals "0.000" which is less than 0.05, that
means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item E(12).
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For general, the results for all paragraphs of the responsiveness of the services'
of the staff of Palestinian HEIs show that the weight mean of the expectations equals
"82.16%" and the weight mean of the perceptions equals "63.12%", the difference
between expectation and perception of all paragraphs equals "19.03%", the t test equals
21.33 and the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences at level   0.05 between the perception and
expectation level of responsiveness of the services' of the staff of Palestinian HEIs in
favor of expectation of Responsiveness. Besides that, paragraphs No. (10), "E10, P10"
had the largest gap between expectation and perception of respondents of the other
paragraphs of the responsiveness of services, while paragraphs No. (12), "E12, P12"
had the smallest gap comparing with other paragraphs of the responsiveness of
services’ dimension.
This means that the staff of HEIs gave the highest gap value between their
expectation and perception to item no. (10) and they expected larger than what they
expected from other paragraphs comparing with the perception of each one. On the
other hand, they feel a better comfort and gave the lowest gap assessment between the
expectation and the perception of item no. (12)

1

E10

4.17

83.45

P10

3.19

63.818

2

E11

4.05

80.95

P11

3.12

62.409

3

E12

4.15

82.91

P12

3.23

64.545

4

E13

4.07

81.32

P13

3.09

61.727

4.11

82.16

Total

3.16

63.125

Total

Critical value of t at df "439" and significance level 0.05 equal 1.96
*Service Quality = Customers Perceptions – Customers Expectations
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19.64
18.55
18.36
19.59
19.03

P-value

Perception of Responsiveness

Weight
Weight
Paragraphs Mean
Paragraphs Mean
mean
mean

t-value

Expectation of Responsiveness

No.

Service
Quality*

Table 25: Expectation and Perception of Responsiveness

Order

17.33 0.000

1

17.02 0.000

3

17.10 0.000

4

16.77 0.000

2

21.33 0.000

1.4.There are statistically significant differences at level   0.05 between the
perception and expectation level of assurance of the services' of the staff of
Palestinian HEIs.
we use paired sample t test to test differences between the percepted and
expected level of assurance of the services' of the staff of Palestinian HEIs and the
results shown in Table No. (25) as follows:
1. In paragraphs No. (14) "E14, P14" the weight mean of the expectation equals
"83.73%" and the weight mean of the perception equals "66.90%", the difference
between the expectation and the perception of this item equals "16.82%", the t
test equals

15.47 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E14).
2. In paragraphs No. (17) "E17, P17" the weight mean of the expectation equals
"83.86%" and the weight mean of the perception equals "67.50%", the difference
between the expectation and the perception of this item equals "16.36%", the t
test equals 15.31 and the p-value equals "0.000" which is less than 0.05, that
means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E17).
3. In paragraphs No. (15) "E15, P15" the weight mean of the expectation equals
"84.14%" and the weight mean of the perception equals "68.31%", the difference
between the expectation and the perception of this item equals "15.82%", the t
test equals

14.09 and the p-value equals "0.000" which is less than 0.05, that
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means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E15).
4. In item No. (16) "E16, P16" the weight mean of the expectation equals "84.45%"
and the weight mean of the perception equals "69.72%", the difference between
the expectation and the perception of this item equals "14.73%", the t test equals
14.20 and the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences between the expectation and the perception of
this item at significant level   0.05 in favor of expectation of this item (E16).

For general the results for all paragraphs of the assurance of the services' of the
staff of Palestinian HEIs show that the weight mean of the expectation

equals

"84.05%" and the weight mean of the perception equals "68.114%", the difference
between the expectation and the perception of all paragraphs equals "15.93%", the t
test equals 18.52 and the p-value equals "0.000" which is less than 0.05, that means
there are statistically significant differences at level   0.05 between the perceptions
and expectations level of assurance of the services' of the staff of Palestinian HEIs in
favor of expectation of Assurance. Besides that, paragraphs No. (14), "E14, P14" had
the largest gap between expectation and perception of respondents of the other
paragraphs of the assurance of services, while paragraphs No. (16), "E16, P16" had the
smallest gap comparing with other paragraphs of the assurance of services’ dimension.
This means that the staff of HEIs gave the highest gap value between their
expectation and perception to item no. (14) and they expected larger than what they
expected from other paragraphs comparing with the perception of each one. On the
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other hand, they feel a better comfort and gave the lowest gap assessment between the
expectation and the perception of item no. (16)

Paragraphs Mean Weight Paragraphs Mean Weight
mean
mean

1

E14

4.19

83.73

P14

3.35

66.909

2

E15

4.21

84.14

P15

3.42

68.318

3

E16

4.22

84.45

P16

3.49

69.727

4

E17

4.19

83.86

P17

3.38

67.500

4.20

84.05

Total

3.41

68.114

Total

16.82
15.82
14.73
16.36
15.93

P-value

No.

Perception of Assurance

t-value

Expectation of Assurance

Service
Quality*

Table 26: Expectation and Perception of Assurance

15.47 0.000
14.09 0.000
14.20 0.000
15.31 0.000
18.52 0.000

Critical value of t at df "439" and significance level 0.05 equal 1.96
*Service Quality = Customers Perceptions – Customers Expectations

1.5.There are statistically significant differences at level   0.05 between the
percepted and expected level of empathy of the services' of the staff of HEIs.
we use paired sample t test to test differences between the percepted and
expected level of empathy of the services' of the staff of Palestinian HEIs and the
results shown in Table No. (26) as follows:
1. In paragraphs No. (21) "E21, P21" the weight mean of the expectation equals
"81.41%" and the weight mean of the perception equals "61.40%", the difference
between the expectation and the perception of this item equals "20.00%", the t
test equals

17.88 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E21).
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Order
1
3
4
2

2. In paragraphs No. (22) "E22, P22" the weight mean of the expectation equals
"80.23%" and the weight mean of the perception equals "60.27%", the difference
between the expectation and the perception of this item equals "19.95%", the t
test equals

16.73 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E22).
3. In paragraphs No. (20) "E20, P20" the weight mean of the expectation equals
"80.27%" and the weight mean of the perception equals "61.36%", the difference
between the expectation and the perception of this item equals "18.91%", the t
test equals

17.27 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E20).
4. In paragraphs No. (19) "E19, P19" the weight mean of the expectation equals
"80.05%" and the weight mean of the perception equals "62.04%", the difference
between the expectation and the perception of this item equals "18.00%", the t
test equals

15.87 and the p-value equals "0.000" which is less than 0.05, that

means there are statistically significant differences between the expectation and
the perception of this item at significant level   0.05 in favor of expectation of
this item (E19).
5. In item No. (18) "E18, P18" the weight mean of the expectation equals "76.55%"
and the weight mean of the perception equals "60.04%", the difference between
the expectation and the perception of this item equals "16.50%", the t test equals
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14.86 and the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences between the expectation and the perception of
this item at significant level   0.05 in favor of expectation of this item (E18).

For general, the results for all paragraphs of the empathy of the services' of the
staff of Palestinian HEIs show that the weight mean of the expectation equals
"79.70%" and the weight mean of the perception equals "61.027%", the difference
between expectations and perceptions equals "18.67%", the t test equals 20.63 and the
p-value equals "0.000" which is less than 0.05, that means there are statistically
significant differences at level   0.05 between the perception and expectation level of
empathy of the services' of the staff of Palestinian HEIs in favor of expectation of
Empathy. Besides that, paragraphs No. (21), "E21, P21" had the largest gap between
expectation and perception of respondents of the other paragraphs of the empathy of
services, while paragraphs No. (18), "E18, P18" had the smallest gap comparing with
other paragraphs of the empathy of services’ dimension.
This means that the staff of HEIs gave the highest gap value between their
expectation and perception to item no. (21) and they expected larger than what they
expected from other paragraphs comparing with the perception of each one. On the
other hand, they feel a better comfort and gave the lowest gap assessment between the
expectation and the perception of item no. (18)

Weight
Weight
Paragraphs Mean
mean
mean

1

E18

3.83

76.55

P18

3.00

60.045

2

E19

4.00

80.05

P19

3.10

62.045

[96]

P-value

Paragraphs Mean

Perception of Empathy

t-value

Expectation of Empathy
No.

Service
Quality*

Table 27: Expectation and Perception of Empathy

14.86 0.000
16.50
15.87 0.000
18.00

Order
5
4

Weight
Weight
Paragraphs Mean
mean
mean

3

E20

4.01

80.27

P20

3.07

61.364

4

E21

4.07

81.41

P21

3.07

61.409

5

E22

4.01

80.23

P22

3.01

60.273

3.99

79.70

Total

3.05

61.027

Total

18.91
20.00
19.95
18.67

P-value

Paragraphs Mean

t-value

No.

Perception of Empathy

Service
Quality*

Expectation of Empathy

17.27 0.000
17.88 0.000
16.73 0.000
20.63 0.000

Critical value of t at df "439" and significance level 0.05 equal 1.96
*Service Quality = Customers Perceptions – Customers Expectations

To sum up the above analyzed-per-item hypothesis, in the first hypothesis:
There are statistically significant differences at level   0.05 between the perception
and expectation of the services' quality of the staff of Palestinian HEIs, We use paired
sample t test to test differences between the perception and expectation of the services'
quality of the staff of Palestinian HEIs and the results shown in Table No. (27) as
follows:
1. In paragraphs of tangibles, the weight mean of the expectation equals " 84.55%",
and the weight mean of the perception equals "67.864%", the difference between
the expectation and the perception of the tangibles’ paragraphs equals "16.68%",
the t test equals 19.91 and the p-value equals "0.000" which is less than 0.05, that
means there are statistically significant differences between the expectation and
the perception level of tangibles at significant level   0.05 in favor of
expectation of tangibles.
According to the assessing results of the respondent to the tangibles of the
services, the results put this dimension in the 4th degree among the five
dimensions used in the study. This results agrees with (El-jazaeri et al, 2010),
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Order
3
1
2

(shoshaa, 2004), (Asour, El-Abadla, 2007), (Çerri, 2012), (Rahman et al, 2011),
(Daud, Sapuan, 2012), and (Mohammed, 2009) studies, while other ones put it in
different order ranged from one to five.
2. In paragraphs of reliability, the weight mean of the expectation equals "82.25%"
and the weight mean of the perception equals "64.510%", the difference between
the expectation and the perception equals "17.74%", the t test equals 19.61 and
the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences between the expectation and perception at
significant level   0.05 in favor of expectation of reliability.

According to the assessing results of the respondent to the Reliability of the
services, the results put this dimension in the 3th degree among the five
dimensions used in the study. This results agrees with (Hirmukhe, 2012),
(Rahman et al, 2011), and (Enayati et al, 2013) studies, while other ones put it in
different order ranged from one to five.
3. In paragraphs of responsiveness the weight mean of the expectation equals
"82.16%", and the weight mean of the perception equals " 63.126%", the
difference between the expectation and the perception equals "19.03%", the t test
equals 21.33 and the p-value equals "0.000" which is less than 0.05, that means
there are statistically significant differences between the expectation and the
perception at significant level   0.05 in favor of expectation of responsiveness.
According to the assessing results of the respondent to the Responsiveness of the
services, the results put this dimension in the 1st degree among the five
dimensions used in the study. This results agrees with (Hirmukhe, 2012), (Asour,
El-Abadla, 2007), (Rahman et al, 2011), (Daud, Sapuan, 2012) studies, and in the
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student perspectives of the study (Mosahab et al, 2010), while other ones put it in
different order ranged from one to five.
4. In paragraphs of assurance, the weight mean of the expectation equals " 84.05%"
and the weight mean of the perception equals "68.11%", the difference between
the expectation and the perception equals "15.93%", the t test equals 18.52 and
the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences between the expectation and the perception at
significant level   0.05 in favor of expectation of assurance.

According to the assessing results of the respondent to the Assurance of the
services, the results put this dimension in the 5th degree among the five
dimensions used in the study. This result agrees with (Hirmukhe, 2012), (Eljazaeri et al, 2010), and (Asour, El-Abadla, 2007) studies, while other ones put it
in different order ranged from one to five.
5. In paragraphs of empathy the weight mean of the expectation equals "79.70%"
and the weight mean of the perception equals "61.028%", the difference between
the expectation and the perception equals "18.67%", the t test equals 20.63 and
the p-value equals "0.000" which is less than 0.05, that means there are
statistically significant differences between the expectation and the perception at
significant level   0.05 in favor of expectation of empathy.

According to the assessing results of the respondent to the Empathy of the
services, the results put this dimension in the 2nd degree among the five
dimensions used in the study. This result agrees with (Hirmukhe, 2012), (Eljazaeri et al, 2010), (markovi, ´c, raspor, 2010), (Daud, Sapuan, 2012) studies,
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and in the student perspective of the study (Mosahab et al, 2010), while other
ones put it in different order ranged from one to five.
According to (Parasuraman et al., 1985) the higher (more positive) the perception (P)
minus expectation (E) score, the higher the perceived service quality. In this regard, the
gap scores were calculated based on the difference between the consumers’ perceptions
and expectations of services offered by HEIs to their staff.
In general it was found that staff’s perceptions of service quality offered by
HEIs did not meet their expectations (all gaps scores of the dimensions are negative),
and the weight mean of the expectation of the quality of services of all dimensions
equals "82.38%" and the weight mean of the perception equals "64.720%", the
difference between the expectation and the perception equals "17.66%", the t test
equals 24.54 and the p-value equals "0.000" which is less than 0.05, that means there
are statistically significant differences at level   0.05 between the expectation and
the perception level of quality of the services' of the staff of Palestinian HEIs in favor
of expectation of the quality of services.
These values show that the perception level of quality of services in HEIs is
less than the expected level of them. And summarily, overall perceived service quality
is low (-17.66) meaning that the level of quality of service they received is lower than
what they expect. This could be possibly because of either Lack of interest in offering
qualified services to the staff of these HEIs as internal customers, or the lack of
legislations and criterions for accreditation of HEIs from the AQAC agency of the
ministry of education and higher education.
Besides that, paragraphs of responsiveness of the services had the largest gap
between expectation and perception of respondents of the other paragraphs of other
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dimensions of services, while paragraphs of assurance of the services had the smallest
gap comparing with other collective paragraphs of other fields of services’ dimension.
This means that the staff of HEIs gave the highest gap value between their
expectation and perception to the Responsiveness dimension and they expected larger
than what they expected from other dimensions comparing with the perception of each
one. On the other hand, they feel a better comfort and gave the lowest gap assessment
between the expectation and the perception of the Assurance dimension of the services
they had.
In general, the staff of HEIs expects more than the HEIs actually offer. This is
evident from the negative weight mean of the quality of service (-17.66), showing that
expectations exceed perceptions in HEIs from the staff perspective.
In summary, from results obtained, it is seen that staff of Palestinian HEIs
perceive service quality as poor in all dimensions meaning their expectations fall short
of they experience in their HEI. In this regard, staff is not satisfied with any dimension
of service quality. All the dimensions show a gap between expected service and
perceived service and this therefore means that HEIs need to make improvements and
more investment in all dimensions in order to close gaps that could lead to increased
staff satisfaction towards the quality of services since this could be possibly because of
either the under delivering of services to the staff of HEIs or the over promising of
HEIs to their staff towards improving services.
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Paragraphs Mean

Weight
Weight
Paragraphs Mean
mean
mean

1

ERS

4.11

82.16

PRS

3.16

63.126

2

EEM

3.99

79.70

PEM

3.05

61.028

3

ERL

4.11

82.25

PRL

3.23

64.510

4

ETA

4.23

84.55

PTA

3.39

67.864

5

EAS

4.20

84.05

PAS

3.41

68.114

4.12

82.38

Total

3.24

64.720

Total

19.03
18.67
17.74
16.68
15.93
17.66

P-value

No.

Perception of quality of services

t-value

Expectation of quality of services

Service
Quality*

Table 28: Expectation and Perception of Quality of Services

21.33 0.000
20.63 0.000
19.61 0.000
19.91 0.000
18.52 0.000
24.54 0.000

Critical value of t at df "439" and significance level 0.05 equal 1.96
*Service Quality = Customers Perceptions – Customers Expectations

Figure 5: Perception-Expectation Gap among 5 Dimensions

The above results of the research agree totally or partially with many studies in
their findings were the quality of services had a negative gap value in general and for
each dimension of the quality of services in particular. For instance, (Hirmukhe, 2012),
(Daniel, Berinyuy, 2010), (shoshaa, 2004), (Asour, El-Abadla, 2007), (Çerri, 2012),
(Hirmukhe, 2012), (Rahman et al, 2011), (Mohammed, 2009), and (Enayati et al,
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2013), have a negative gap value for each dimension in particular and to the whole
quality assessing value in general. On the other hand, too little studies found a positive
gap value for one or more dimension of the quality of services, and much little studies
found a positive gap value for the whole quality of services assessment. For instance,
(Coleman et al, 1997) study gives a positive gap value for just the Tangibles
dimension, while the other dimensions had a negative gap value as of the whole quality
of services gap value. The (Barakat, 2010) study is another one that gave a positive gap
value for Empathy, Responsiveness, and Assurance dimensions, and a negative gap
value for Tangibles, and Reliability dimensions, and the overall quality of service gap
value had a positive value. Also, (Daud, Sapuan, 2012) study gave a positive value to
the quality of services as a whole, and all the dimension of it except the Reliability one
which had a negative gap value.
The researcher thinks that this is a reflection to the philosophy of the quality as
a theory and the logic of meeting customers’ expectations. The quality, as it was
defined in the theoretical framework, is a continuous process, so, there is always rang
to improve and develop in many and many aspects of products and services to keep the
excellence in presenting them to the stakeholders. This is from one side, from the other
side, the customers’ needs and desires towards products and services is developmental
and always they need something else, and these some things defiantly should take in to
account the quality criterions in presenting them.
The following table summarizes the 22 item for the questionnaire, and the gap
between the expectations and perceptions of the respondents of the study, and the order
for each item among other ones:
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Table 29: Weight Mean of Quality of Services per Item

Paragraph
No.

Code

Weight mean of
expectations

Weight mean of
perceptions
Tangibles
67.091
68.409
70.318
65.636
Reliability
64.227
65.500
63.545
64.091
65.182
Responsiveness
63.818
62.409
64.545
61.727
Assurance
66.909
68.318
69.727
67.500
Empathy
60.045
62.045
61.364
61.409
60.273

Service
Quality

Order

1.
2.
3.
4.

TA1
TA2
TA3
TA4

82.73
85.59
85.73
84.14

-15.64
-17.18
-15.41
-18.50

1
16
21
9

5.
6.
7.
8.
9.

RL1
RL2
RL3
RL4
RL5

81.45
83.00
81.00
83.14
82.68

-17.23
-17.50
-17.45
-19.05
-17.50

15
12
14
6
13

10.
11.
12.
13.

RS1
RS2
RS3
RS4

83.45
80.95
82.91
81.32

-19.64
-18.55
-18.36
-19.59

4
8
10
5

14.
15.
16.
17.

AS1
AS2
AS3
AS4

83.73
84.14
84.45
83.86

-16.82
-15.82
-14.73
-16.36

17
20
22
19

18.
19.
20.
21.
22.

EM1
EM2
EM3
EM4
EM5

76.55
80.05
80.27
81.41
80.23

-16.50
-18.00
-18.91
-20.00
-19.95

18
11
7
2
3

2) There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of
Palestinian HEIs in accordance to the demographic variables (HEI
Classification, HEI Sector, Job Classification, Gender, Education level, Years
of Experience).
And this hypothesis divided into sub-hypotheses as the following:
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2.1. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of HEIs
due to HEI Classification.
To test the hypothesis we use the one way ANOVA and the result illustrated in
table no.(29) shows that the p-value equals “0.000” which is less than 0.05, and the value
of

Fstat

=14.661 which is greater than Fcritical

=

2.67, that’s means there are statistically

significant differences at level   0.05 between the perception and expectation level of
the services' quality of the staff of Palestinian HEIs due to Higher Education Institution
Classification and Scheffe test for Multiple Comparisons table No.(30) show that there is
statistical differences between "University" and "University College" and the difference is

in favor of "University College", and between "University" and "Open Education" and
the difference is in favor of "Open Education", while, there is no differences between
other cross sectional HEI classifications.
Table 30: One way ANOVA test for differences between the perception and expectation level of the services'
quality of the staff of HEIs due to HEI Classification:

Dimension

Source

Between Groups
Within Groups
Total
Between Groups
Within Groups
Reliability
Total
Between Groups
Within Groups
Responsiveness
Total
Between Groups
Within Groups
Assurance
Total
Between Groups
Within Groups
Empathy
Total
Between Groups
All paragraphs of quality of
Within Groups
services
Total
Tangibles

Sum of
Squares
24.347
314.666
339.014
33.003
362.606
395.609
34.936
349.600
384.536
9.687
347.733
357.420
19.601
376.062
395.662
22.943
227.429
250.372

Mean
F Sig.(PSquare value Value)
3 8.116
11.245 0.000
436 0.722
439
3 11.001
13.228 0.000
436 0.832
439
3 11.645
14.523 0.000
436 0.802
439
3 3.229
4.049 0.007
436 0.798
439
3 6.534
7.575 0.000
436 0.863
439
3 7.648
436 0.522 14.661 0.000
439
df

Critical value of F at df " 3,436 " and significance level 0.05 equal 2.63
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Table 31: Scheffe test for Multiple Comparisons due to HEI Classification

Mean Difference

University

University
University College
Community College
Open Education

University College

-0.548*
0.548*
0.201
0.445*

-0.347
-0.104

Community
College

Open
Education

-0.201
0.347

-0.445*
0.104
-0.244

0.244

The researcher thinks that these differences between "University" and
"University College", and "University" and "Open Education" are due to the nature of
the learning process and so the politics, interior councils, and the nature of the
management process and execution between each two classes.
2.2. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of HEIs
due to HEIs Sector
To test the hypothesis we use the one way ANOVA and the result illustrated in table
no. (31) which show that the p-value equals 0.000 which is less than 0.05, and the
value of

Fstat

= 12.244 which is greater than Fcritical

=

2.63, that means there are a

statistically significant differences at level   0.05 between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due to Higher
Education Institution Sector and Scheffe test for Multiple Comparisons table No.(32)
show that there is a difference between "Private" and "Governmental" HEIs in
assessing the quality of services, and the difference is in favor of "Private" HEI, and
between "UNRWA" and "Governmental" HEIs, and the difference is in favor of
"UNRWA" HEIs. While, there is no differences between other cross sectional HEI
sector classifications.
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Table 32: One way ANOVA test for differences between the perception and expectation level of the services'
quality of the staff of HEIs due to HEI Sector:

Dimension

Source

Between Groups
tangibles
Within Groups
Total
Between Groups
Within Groups
reliability
Total
Between Groups
Within Groups
responsiveness
Total
Between Groups
Within Groups
assurance
Total
Between Groups
Within Groups
empathy
Total
Between Groups
All paragraphs of quality of
Within Groups
services
Total

Sum of
Squares
28.486
310.527
339.014
31.240
364.368
395.609
20.277
364.259
384.536
7.951
349.468
357.420
13.933
381.729
395.662
19.455
230.917
250.372

Mean
F Sig.(PSquare value Value)
3 9.495
13.332 0.000
436 0.712
439
3 10.413
12.461 0.000
436 0.836
439
3 6.759
8.090 0.000
436 0.835
439
3 2.650
3.307 0.020
436 0.802
439
3 4.644
5.305 0.001
436 0.876
439
3 6.485
12.244 0.000
436 0.530
439
df

Critical value of F at df “3, 436 " and significance level 0.05 equal 2.63
Table 33: Scheffe test for Multiple Comparisons due to HEI Sector

Mean difference Governmental Public
Governmental
Public
Private
UNRWA

0.049
-0.049
0.475*
0.517*

0.524
0.566

Private

UNRWA

-0.475*
-0.524*

-0.517
-0.566
-0.042

0.042

The researcher thinks that these differences between "Private" and
"Governmental" HEIs is due to the philosophy of all private institution in all sectors
with regard to be care in offering a higher level of quality and excellence of the service
for all stakeholders comparing with the level the public and governmental institutions
do offer. While, those differences between "UNRWA" and "Governmental" HEIs may
is due to the subordination of the UNRWA HEIs to the international organization
(UN), rather than to the local government of Palestine with what it surrounds its
environment and challenges.
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2.3. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of HEIs
due to Job Classification:
To test the hypothesis we use the one way ANOVA and the result illustrated in
table no.(33) which show that the p-value equals 0.000 which is less than 0.05, and the
value of

Fstat

= 4.684 which is greater than Fcritical

=

2.03, that’s means there are a

statistically significant differences at level   0.05 between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due to Job
Classification and Scheffe test for Multiple Comparisons table No.(34) show that there
is a difference between "Vocational Specialists" and "Teaching Academic" in assessing
the quality of services and the difference is in favor of "Vocational Specialists", and
between "Admin.\Office Staff" and "Teaching Academic" and the difference is in favor
of "Admin.\Office Staff". While, there is no differences between other cross sectional
HEIs job classifications.
Table 34: One way ANOVA test for differences between the perception and expectation level of the services'
quality of the staff of HEIs due to Job Classification

Dimension

Source

Between Groups
Tangibles
Within Groups
Total
Between Groups
Within Groups
Reliability
Total
Between Groups
Within Groups
responsiveness
Total
Between Groups
Within Groups
assurance
Total
Between Groups
Within Groups
empathy
Total
Between Groups
All paragraphs of quality of
Within Groups
services
Total

Sum of
Squares
21.472
317.541
339.014
30.416
365.193
395.609
17.854
366.682
384.536
8.053
349.367
357.420
19.685
375.977
395.662
17.662
232.710
250.372

Mean
F Sig.(PSquare value Value)
7 3.067
4.173 0.000
432 0.735
439
7 4.345
5.140 0.000
432 0.845
439
7 2.551
3.005 0.004
432 0.849
439
7 1.150
1.422 0.194
432 0.809
439
7 2.812
3.231 0.002
432 0.870
439
7 2.523
4.684 0.000
432 0.539
439
df

Critical value of F at df " 7, 432 " and significance level 0.05 equal 2.03
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.2183
.1108
.4819*

-.1075
.2636

.3711

.1783

-.0400

.0675

-.3036

.4827*
.0932
.3527

.2643
-.1252
.1343

.3718
-.0177
.2418

.0008
-.3888
-.1293

.3044
-.0851
.1744

Unskilled
Workers

-.1783
.0400
-.0675
.3036

Technicians

-.4819*
-.2636
-.3711

Vocational
Specialists

Research
Academic

-.1108
.1075

Teaching and
Research Assistant

-.2183

Admin.\Office
Staff

Teaching Academic
Administrative Academic
Research Academic
Admin.\Office Staff
Teaching and Research
Assistant
Vocational Specialists
Technicians
Unskilled Workers

Administrative
Academic

Mean difference

Teaching
Academic

Table 35: Scheffe test for Multiple Comparisons due to Job Classification

-.4827*

-.2643
-.3718
-.0008

-.0932
.1252
.0177
.3888

-.3527
-.1343
-.2418
.1293

-.3044

.0851

-.1744

.3895

.1300
-.2595

-.3895
-.1300

.2595

The researcher thinks that these differences between "Vocational Specialists"
and "Teaching Academic" staff is due to the nature of the tasks and duties required
from each class in HEIs beside the accredited financial scale for each class. While, the
differences between "Admin.\Office Staff" and "Teaching Academic" staff is also due
to the nature of the tasks and duties required from each class in HEIs with regards to
the future vision building and implementing of HEI that the Admin.\Office Staff is
focusing on.
2.4. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of HEIs
due to Gender
To test the hypothesis we use the Independent Samples Test and the result
illustrated in table no.(35) which show that the p-value equals 0.000 which is less
than 0.05 and the absolute value of T test equals 3.192 which is greater than the value
of critical value which equals 1.96, that’s there are statistically significant differences
at level   0.05 between the perception and expectation level of the services' quality
of the staff of Palestinian HEIs due to Gender and the difference is in favor of "male".
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Table 36: Independent Samples Test for differences between the perception and expectation level of the
services' quality of the staff of HEIs due to Gender

Dimension
tangibles
reliability
responsiveness
assurance
empathy
All paragraphs of quality of
services

gender
Male
Female
Male
Female
Male
Female
Male
Female
Male
Female
Male
Female

N

Mean

313
127
313
127
313
127
313
127
313
127
313
127

-0.771
-0.990
-0.827
-1.035
-0.853
-1.195
-0.739
-0.939
-0.850
-1.139
-0.811
-1.062

Std.
Deviation
0.842
0.948
0.934
0.973
0.892
0.998
0.887
0.927
0.905
1.026
0.737
0.773

T

Pvalue

2.386

0.017

2.082

0.038

3.516

0.000

2.117

0.035

2.909

0.004

3.192

0.000

Critical value of t at df "438" and significance level 0.05 equal 1.96

The researcher thinks that these differences between "male" and "female" staff
is due to the majority representation of the males in all institutions in Palestine, and the
nature of needs and services needed to be offered to the females staff, specially the
tangibles and empathy ones.
2.5. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of HEIs
due to Education level.
To test the hypothesis we use the one way ANOVA and the result illustrated in
table no.(36) which show that the p-value equals 0.000 which is less than 0.05, and the
value of Fstat = 6.780 which is greater than Fcritical = 2.39, that’s means there are
statistically significant differences at level   0.05 between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due to
Education level and Scheffe test for Multiple Comparisons table No.(37) show that the
difference between "Bachelor" and "PhD" and the difference in favor of "Bachelor",
and between "Bachelor" and "Master" and the difference is in favor of "Bachelor".
While, there is no differences between other cross sectional HEI staff educational
levels.
[110]

Table 37: One way ANOVA test for differences between the perception and expectation level of the services'
quality of the staff of HEIs due to Education level:

Source

Dimension

Between Groups
tangibles
Within Groups
Total
Between Groups
reliability
Within Groups
Total
Between Groups
Within Groups
responsiveness
Total
Between Groups
Within Groups
assurance
Total
Between Groups
Within Groups
empathy
Total
Between Groups
All paragraphs of quality of
Within Groups
services
Total

Sum of
Squares
26.377
312.636
339.014
28.340
367.268
395.609
12.644
371.893
384.536
4.775
352.645
357.420
11.592
384.070
395.662
14.692
235.680
250.372

Mean
F Sig.(PSquare value Value)
4 6.594
9.175 0.000
435 0.719
439
4 7.085
8.392 0.000
435 0.844
439
4 3.161
3.697 0.006
435 0.855
439
4 1.194
1.473 0.210
435 0.811
439
4 2.898
3.282 0.011
435 0.883
439
4 3.673
435 0.542 6.780 0.000
439
df

Critical value of F at df " 4, 435 " and significance level 0.05 equal 2.39
Table 38: Scheffe test for Multiple Comparisons due to Education level

Mean difference

PhD

PhD
Master
Bachelor
Diploma
Secondary or Less

0.105
0.431*
0.372
0.434

Master

Bachelor

Diploma

-0.105

-0.431*
-0.326*

-0.372
-0.267
0.059

0.326*
0.267
0.328

-0.059
0.003

Secondary
School or Less
-0.434
-0.328
-0.003
-0.062

0.062

The researcher thinks that these differences between “Bachelor” and “PhD”
staff are due to the nature of job distributions in HEIs. According to HESY yearbook,
54.70% of the staff of HEIs is working in administrative jobs, and these jobs
distributed between bachelor and diploma certificate holders, while the other percent of
the 15,601 staff member in Palestinian HEIs is working in academic jobs. The PhD
holders are 3,119 one and forms 19.99% of the total staff of HEIs, while Master
holders are 4,355 one and forms 27.91% of the total staff of HEIs. This is from one
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side, and from the another side, the nature of the tasks and attending time assigned to
the bachelor certificate holders differ from for the PhD and Master ones.
2.6. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of
Palestinian HEIs due to Experience.
To test the hypothesis we use the one way ANOVA and the result illustrated in
table no.(38) which show that the p-value equals 0.240 which is greater than 0.05, and
the value of

Fstat

= 1.380 which is less than Fcritical

=

2.39, that’s means there are no

statistically significant differences at level   0.05 between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due to
Experience.
Table 39: One way ANOVA test for differences between the perception and expectation level of the services'
quality of the staff of HEIs due to Experience

Dimension
Tangibles

Reliability

responsiveness

assurance

empathy
All paragraphs of quality of
services

Source
Between Groups
Within Groups
Total
Between Groups
Within Groups
Total
Between Groups
Within Groups
Total
Between Groups
Within Groups
Total
Between Groups
Within Groups
Total
Between Groups
Within Groups
Total

Sum of
Squares
6.915
332.099
339.014
6.166
389.443
395.609
6.212
378.325
384.536
3.452
353.968
357.420
3.802
391.861
395.662
3.137
247.235
250.372

Mean
F
Sig.(PSquare value Value)
4
1.729
2.264 0.061
435 0.763
439
4
1.542
1.722 0.144
435 0.895
439
4
1.553
1.786 0.131
435 0.870
439
4
0.863
1.060 0.376
435 0.814
439
4
0.950
1.055 0.378
435 0.901
439
4
0.784
435 0.568 1.380 0.240
439
df

Critical value of F at df " 4, 435 " and significance level 0.05 equal 2.39

2.7. There are statistically significant differences at level   0.05 between the
perception and expectation level of the services' quality of the staff of HEIs
due to area of HEI:
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To test the hypothesis we use the Independent Samples Test and the result
illustrated in table no.(39) which show that the p-value equals 0.000 which is less than
0.05 and the absolute value of T test equals 4.445 which is greater than the value of
critical value which equals 1.96, that’s there are statistically significant differences at
level   0.05 between the perception and expectation level of the services' quality of
the staff of Palestinian HEIs due to area of HEIs and the difference is in favor of "West
bank".
Table 40: Independent Samples Test for differences between the perception and expectation level of the
services' quality of the staff of Palestinian HEIs due to area of HEI:

Dimension
Tangibles
Reliability
Responsiveness
Assurance
Empathy
All paragraphs of quality
of services

Area of
HEI
Gaza strip
West bank
Gaza strip
West bank
Gaza strip
West bank
Gaza strip
West bank
Gaza strip
West bank
Gaza strip
West bank

N

Mean

202
238
202
238
202
238
202
238
202
238
202
238

-0.550
-1.076
-0.620
-1.114
-0.707
-1.160
-0.681
-0.895
-0.720
-1.115
-0.657
-1.076

Std.
Deviation
0.871
0.812
0.977
0.864
0.974
0.851
0.917
0.880
0.952
0.911
0.816
0.641

T

Pvalue

6.550

0.000

5.632

0.000

5.208

0.000

2.497

0.013

4.445

0.000

6.032

0.000

Critical value of t at df "438" and significance level 0.05 equal 1.96

The researcher thinks that both areas of Palestinian HEIs has approximately the
same weaknesses towards the quality of services from their staff perspective, and the
Israeli occupation is the main reason for this thing, but having significant differences
between the two areas in favor of West Bank, probably due to the siege and the
economical and political special situation that Gaza is living in from 2005.
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Chapter 6: Summary of Results and Recommendations
Summary of Results and Recommendations
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1. Introduction:
According to the research that was implemented by the researcher about
assessing the quality of services in the Palestinian higher education institutions from
the staff perspective using SERVQUAL model, and after analyzing the collected data
from the gathered questionnaire, the research found a set of results and
recommendations that may achieve the objectives of the research and answer its
problem questions.
2. Summary of research results:
1. The research found that there is a significant gap between the perception and
expectation of the quality of services the staff of HEIs received from their HEI,
and this gap in favor of expectations value since it was larger than the
perceptions value, and so, the quality assessment value of the respondent was 17.66.
2. The research found that that significant differences between the perception and
expectation of the quality of services the staff of HEIs are in all the five
dimensions of the services (all the gaps between the fields for each dimension
had a negative value), and the five dimensions of the quality of services are 19.03, -18.67, -17.74, -16.68, -15.93 for Responsiveness, Empathy, Reliability,
Tangibles, Assurance dimensions respectively.
3. The Responsiveness dimension had the largest gap value between the
respondents expectations and their perceptions about the quality of services
offered from HEIs (-19.03), while the Assurance dimension had the smallest
gap value among other dimensions (-15.93).
4. Among the paragraphs formed the dimension of the service, the item Modern
Looking Equipments (TA1) of the Tangible dimension had the largest gap
between the expectation and perception of the respondent towards the service
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and the gap value is -15.64, while, the item Consistently Courteous in Dealing
with the Staff (AS3) had the smallest gap between the expectation and
perception of the respondent towards the service and the gap value is -14.73.
5. The research found that there are statistically significant differences at level α =
0.05 between the perception and expectation level of the services' quality of the
staff of Palestinian HEIs due to the demographic variables (HEI Classification,
HEI Sector, Job Classification, Gender, Qualification), while, there are not
statistically significant differences at level α = 0.05 between the perception and
expectation level of the services' quality of the staff of Palestinian HEIs due to
the Experience demographic variable.
6. The research also test if there are statistically significant differences at level α =
0.05 between the perception and expectation level of the services' quality of the
staff of Palestinian HEIs due to the Area of HEI, and the test resulted that there
are statistically significant differences between the area that the HEI follow
(Gaza/ West Bank), and these differences is in favor of West Bank.
3. Recommendations:
According to the research results, the research offers many recommendations with
regard increasing the quality of services offered from the HEIs to their staff as the
following:
1. With regard to the tangibles of the services, it is highly preferred from the HEIs
to give a deep concern to modernize physical equipments and facilities,
materials associated with the service (such as pamphlets or statements), and the
neat appearing of their employees. This is in order to give a bright looking to
these tangibles from the stakeholders perspectives in general and from the staff
perspective in particular.
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2. With regard to the Reliability of the services, it is highly preferred from the
HEIs to give a sincere interest in solving problems of the staff and offering
services for them, and to die promises they promise to their staff, and to offer
the service right at the exact time of the promise with free error records.
3. With regard to the Responsiveness of the services, it is highly preferred from
the HEIs to be accurate in determining the exact time to offer the services to
their staff in a prompt way, and is willing to help their staff at any time.
4. With regard to the Assurance of the services, it is highly preferred from the
HEIs to instill confident on their staff when behaving with them in order to
make them feel safe in their transactions with the HEI, and to have and give the
knowledge about any interpretations related to the services they gain from the
HEI.
5. With regard to the Empathy of the services, it is highly preferred from the HEIs
to give a personal attention for each member in particular and for all their staff
as a whole, beside, trying to understand the specific needs for them to enforce
then feel the good empathic relationship with them, and to have an operating
hours suitable for them to work due.
6. It is a highly recommended that the ministry of education and higher education
to take the results of this research as an indicator to the working environment in
the HEIs from their staff perspective, and to enact legislation criterions to
ensure fulfilling the requirement of the quality of work life from HEIs.
4. Suggested Studies:
1. It is more accurate to research about the contribution of each classification of
HEIs in the overall quality of services gap value. This is can be done by making
a comparative research between the communities of each classification.
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2. Beside the above-suggested study, a researcher can compare the quality gap
value between the Academic and the Administrative staff of HEIs.
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Appendices:
Appendix A
Arabic Form of the Questionnaire:

اﻟزﻣﻼء اﻷﻓﺎﺿل /اﻟﻌﺎﻣﻠون ﺑﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻔﻠﺳطﯾﻧﯾﺔ

ﺣﻔظﻬم اﷲ

اﻟﺳﻼم ﻋﻠﯾﻛم ورﺣﻣﺔ اﷲ وﺑرﻛﺎﺗﻪ،،،

  
ﯾﻘوم اﻟﺑﺎﺣث ﺑﺈﺟراء دراﺳﺔ ﻟﻠﺣﺻول ﻋﻠﻰ درﺟﺔ اﻟﻣﺎﺟﺳﺗﯾر ﻓﻲ إدارة اﻻﻋﻣﺎل ﺑﺟﺎﻣﻌﺔ اﻷزﻫر ﺑﻐزة ﺑﻌﻧوان...
 SERVQUAL
ﺗﻬدف ﻫذﻩ اﻻﺳﺗﺑﺎﻧﺔ اﻟﻰ ﺗﻘﯾﯾم ﻣﺳﺗوى ﺟودة اﻟﺧدﻣﺎت اﻟﻣﻘدﻣﺔ ﻣن إدارات ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻔﻠﺳطﯾﻧﯾﺔ
)ﺟﺎﻣﻌﺎت ،ﻛﻠﯾﺎت ﺟﺎﻣﻌﯾﺔ ،ﻛﻠﯾﺎت ﻣﺟﺗﻣﻊ ،ﻣﻌﺎﻫد( وﻓق ﻣﻧظور ا ﻟﻌﺎﻣﻠﯾن ﻓﻲ ﻫذﻩ اﻟﻣؤﺳﺳﺎت وذﻟك ﺑﺎﺳﺗﺧدام ﻧﻣوذج
 SERVQUALﻟﺗﻘﯾﯾم ﺟودة اﻟﺧدﻣﺎت ،وذﻟك ﻣن ﺧﻼل اﺳﺗﺟﺎﺑﺔ اﻟﻌﺎﻣﻠﯾن ﻋﻠﻰ ﻓﻘرات اﻻﺳﺗﺑﺎﻧﺔ اﻟﻣوﺿﺣﺔ ﻻﺣﻘﺎً .
وﺗﺗﻣﺛل ﺟودة اﻟﺧدﻣﺎت وﻓق ﻣﺎ ذﻛر ﻓﻲ اﻟدراﺳﺔ ﻓﻲ اﻟﻔرق ﺑﯾن درﺟﺔ ﺗوﻗــ ــــﻊ اﻟﻌﻣﻼء ﻟﺟودة اﻟﺧدﻣﺔ ودرﺟﺔ
إدراﻛ ـــﻬــــم اﻟﻔﻌﻠﯾﺔ ﻟﻬﺎ ،وﻓﻘﺎً ﻷﺑﻌﺎد ﺟودة اﻟﺧدﻣﺎت اﻟﻣﺣددة ﻓﻲ ﻧﻣوذج  SERVQUALو اﻟﻣﺗﻣﺛﻠﺔ ﻓﻲ:
 .1اﻟﺟواﻧب اﻟﻣﺎدﯾﺔ

).(Tangibles

 .2اﻟﻣوﺛوﻗﯾـ ـ ـ ـ ـ ـ ــﺔ

).(Reliability

 .3اﻻﺳﺗﺟﺎﺑـ ـ ـ ـ ـ ـﺔ ).(Responsiveness
 .4اﻷﻣ ـ ـ ـ ـ ـ ـ ـ ـ ـ ـ ـ ـ ـﺎن

).(Assurance

 .5اﻟﺗﻌﺎطف اﻻﺟﺗﻣﺎﻋﻲ ).(Empathy
ﻟذا ﯾرﺟﻰ اﻟﺗﻛرم ﺑﺎﻹﺳﺗﺟﺎﺑﺔ ﻟﺟﻣﯾﻊ اﻟﻔﻘرات اﻟﻣﺣددة وﻓﻘ ﺎً ﻷﺑﻌﺎد اﻟﻧﻣوذج ﺑﺻدق وﻣوﺿوﻋﯾﺔ ﻣن ﺧﻼل وﺿﻊ ﻋﻼﻣﺔ
) (أﻣﺎم اﻟﺗﻘﯾﯾم اﻟﻣﻧﺎﺳب ﻟﻛل ﻓﻘرة.
وﺗﻔﺿﻠوا ﺑﻘﺑول ﻓﺎﺋق اﻻﺣﺗرام واﻟﺗﻘدﯾر.
اﻟﺑﺎﺣث /راﺋف ﯾوﺳف ﺑرﻛﺔ
ﻣﺎﺟﺳﺗﯾر إدارة اﻷﻋﻣﺎل -ﺟﺎﻣﻌﺔ اﻷزﻫر ﺑﻐزة
ﺟوال0599881218 /
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أوﻻً  :ﺑﯾﺎﻧﺎت ﻋﺎﻣﺔ ﺣول ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل ﺑﻬﺎ:
 .1ﺗﺻﻧﯾف ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل ﺑﻬﺎ:
ﺟﺎﻣﻌﺔ.

ﻛﻠﯾﺔ ﺟﺎﻣﻌﯾﺔ.

ﻛﻠﯾﺔ ﻣﺟﺗﻣﻊ.

ﺗﻌﻠﯾم ﻣﻔﺗوح.

 .2ﺗﺻﻧﯾف ﻗطﺎع اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟذي ﺗﻌﻣل ﺑﻪ :
ﺣﻛوﻣﻲ.

أﻫﻠﻲ/ﻋﺎم.

ﺧﺎص.

أوﻧروا.

 .3ﺗﺻﻧﯾف اﻟوظﯾﻔﺔ اﻟﺗﻲ ﺗﻌﻣل ﯾﻬﺎ ﻓﻲ ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ:
ﻣﺣﺎﺿر أﻛﺎدﯾﻣﻲ.

أﻛﺎدﯾﻣﻲ إداري.

ﺑﺎﺣث أﻛﺎدﯾﻣﻲ.

إداري.

ﻣﺳﺎﻋد ﺑﺣث وﺗدرﯾس.

ﻣﻬﻧﻲ ﻣﺗﺧﺻص.

ﻓﻧﻲ.

ﻣوظف ﺧدﻣﺎت.

ﺛﺎﻧﯾﺎً  :اﻟﺑﯾﺎﻧﺎت اﻟﺷﺧﺻﯾﺔ:
 .4اﻟﺟﻧس:
ذﻛر.

أﻧﺛﻰ.

 .5اﻟﻣؤﻫل اﻟﻌﻠﻣﻲ:
دﻛﺗوراة.

ﻣﺎﺟﺳﺗﯾر.

ﺑﻛﺎﻟورﯾوس.

دﺑﻠوم ﻣﺗوﺳط.

ﺛﺎﻧوﯾﺔ ﻋﺎﻣﺔ ﻓﺄﻗل.

 .6ﺳﻧوات اﻟﺧﺑرة:
أﻗل ﻣن ﺳﻧﺔ.

 1اﻟﻰ  5ﺳﻧوات.

 5اﻟﻰ  10ﺳﻧوات.
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 10اﻟﻰ  20ﺳﻧﺔ.

أﻛﺛر ﻣن  20ﺳﻧﺔ.

ﻏﯾر ﻣواﻓق

ﻣواﻓق ﺑدرﺟﺔ
ﺿﻌﯾﻔﺔ

ﻣواﻓق ﺑدرﺟﺔ
ﻣﺗوﺳطﺔ

ﻣواﻓق

ﻣواﻓق ﺑﺷدة

ﻏﯾر ﻣواﻓق

ﻣواﻓق ﺑدرﺟﺔ
ﺿﻌﯾﻔﺔ

ﻣواﻓق ﺑدرﺟﺔ
ﻣﺗوﺳطﺔ

E1

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

ﻣواﻓق

اﻟﺗوﻗﻊ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻠﺟواﻧب اﻟﻣﺎدﯾﺔ

1

2

3

4

5

ﻣواﻓق ﺑﺷدة

درﺟﺔ اﻟﺗوﻗﻊ ﻟﻣﺎ ﯾﺟب أن ﺗﻛون ﻋﻠﯾﻪ ﺟودة

اﻟﺧدﻣﺎت ﻓﻲ ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة

درﺟﺔ اﻹدراك اﻟﻔﻌﻠﯾﺔ ﻟﻣﺎ ﯾﺗم ﺗﻘدﯾﻣﻪ ﻣن

ﺟودة اﻟﺧدﻣﺎت ﻓﻲ ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
اﻹدا راك اﻟﻔﻌﻠﻲ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻠﺟواﻧب اﻟﻣﺎدﯾﺔ

1

2

3

4

5

اﻟﺗﻲ ﺗﻌﻣل ﯾﻬﺎ

P1

اﻟﻣﺗﻣﯾزة اﻣﺗﻼك ﻣﻌدات ﻣﻌﺎﺻرة.
ﺗﺗوﻗﻊ أن ﺗﻛون اﻟﻣراﻓق اﻟﻣﺎدﯾﺔ ذات

E2

P2

اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة.

ﺗﺗوﻗﻊ
E3

أن

ﯾﻛون

ﻓﻲ
P3

ﻣظﻬر أﻧﯾق.

ﺗﺗوﻗﻊ أن ﺗﻛون اﻟﻣواد اﻟﻣرﺗﺑطﺔ
E4

ﺑﺎﻟﺧدﻣﺔ

)ﻣﺛل

P4

اﻟﺗﻌرﯾﻔﯾﺔ( ﻓﻲ ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

اﻟﻣﺗﻣﯾزة ﺗﻛون ﺟذاﺑﺔ ﻟﻠﻧظر.

1

2

3

4

5

اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة وﻋداً ﻟﻔﻌل ﺷﻲء ﻣﻌﯾن

P5

ﻓﻲ وﻗت ﻣﺣدد ،ﻓﺈﻧﻬﺎ ﺗوﻓﻲ ﺑﻬذا

ﻣﻌﯾن ﻓﻲ وﻗت ﻣﺣدد ،ﻓﺈﻧﻬﺎ ﺗوﻓﻲ

ﻓﻲ ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ

ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة،

P6

ﺗﺗوﻗﻊ أن ﺗﺑدي ﻫذﻩ اﻟﻣؤﺳﺳﺔ إﻫﺗﻣﺎم

ﺗﻌﻣل ﺑﻬﺎ ،ﻓﺈن ﻣؤﺳﺳﺗك ﺗﺑدي

إﻫﺗﻣﺎم وا ٕ ﺧﻼص ﻓﻲ ﺣل ﻫذﻩ
اﻟﻣﺷﻛﻠﺔ.

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻟﻣﺗﻣﯾزة أن ﺗﻘوم ﺑﺈﻧﺟﺎز وﺗﻘدﯾم اﻟﺧدﻣﺔ

P7

ﺑﺷﻛل ﺳﻠﯾم ﻣن أول ﻣرة.

ﺑﻬﺎ ﺗﻘوم ﺑﺈﻧﺟﺎز وﺗﻘدﯾم اﻟﺧدﻣﺔ
ﺑﺷﻛل ﺳﻠﯾم ﻣن أول ﻣرة.

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻟﻣﺗﻣﯾزة أن ﺗﻘوم ﺑﺗﻘدﯾم اﻟﺧدﻣﺔ ﻓﻲ

P8

اﻟو ﻗت اﻟﻣﺣدد اﻟﺗﻲ وﻋدت ﻓﯾﻪ ﺑﺗﻘدﯾم

ﺑﻬﺎ ﺗﻘوم ﺑﺗﻘدﯾم اﻟﺧدﻣﺔ ﻓﻲ اﻟوﻗت

اﻟﻣﺣدد اﻟﺗﻲ وﻋدت ﻓﯾﻪ ﺑﺗﻘدﯾم ﻫذﻩ

ﻫذﻩ اﻟﺧدﻣﺔ.

اﻟﺧدﻣﺔ.

ﺗﺗوﻓﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻟﻣﺗﻣﯾزة أن ﺗﻛون ﺣرﯾﺻﺔ ﻋﻠﻰ ﻋدم

P9

ﺣدوث أﺧطﺎء ﻓﯾﻣﺎ ﯾﺗﻌﻠق ﺑﺗﻘدﯾم

اﻟﺧدﻣﺎت ﻟﻠﻣوظﻔﯾن.

اﻟﺗوﻗﻊ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻼﺳﺗﺟﺎﺑﺔ
اﻟﻣﺗﻣﯾزة أن ﺗُﺧﺑر اﻟﻣوظﻔﯾن ﺑﺎﻟﺿﺑط

ﻋن اﻟﻣوﻋد اﻟذي ﺳوف ﯾﺗم ﻓﯾﻪ ﺗﻘدﯾم

ﻟﻠﻣوظﻔﯾن.
1

2

3

4

5

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

P10

اﻟﺧدﻣﺔ.

E11

E12

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

ﺑﻬﺎ ﺗُﺧﺑر اﻟﻣوظﻔﯾن ﺑﺎﻟﺿﺑط ﻋن
اﻟﻣوﻋد اﻟذي ﺳوف ﯾﺗم ﻓﯾﻪ ﺗﻘدﯾم

اﻟﺧدﻣﺔ.

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
اﻟﻣﺗﻣﯾزة أن ﺗﻘوم ﺑﺗﻘدﯾم اﻟﺧدﻣﺎت

ﺑﻬﺎ ﺗﻛون ﺣرﯾﺻﺔ ﻋﻠﻰ ﻋدم ﺣدوث

أﺧطﺎء ﻓﯾﻣﺎ ﯾﺗﻌﻠق ﺑﺗﻘدﯾم اﻟﺧدﻣﺎت

اﻹدراك اﻟﻔﻌﻠﻲ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻼﺳﺗﺟﺎﺑﺔ

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
E10

اﻟﺗﻲ ﺗﻌﻣل ﺑﻬﺎ وﻋداً ﻟﻔﻌل ﺷﻲء

ﻋﻧد ﺣدوث ﻣﺷﻛﻠﺔ ﻷﺣد اﻟﻣوظﻔﯾن

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

E9

1

2

3

4

5

ﺑﻬذا اﻟوﻋد.

وا ٕ ﺧﻼص ﻓﻲ ﺣل ﻫذﻩ اﻟﻣﺷﻛﻠﺔ.

E8

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻹدراك اﻟﻔﻌﻠﻲ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻠﻣوﺛوﻗﯾﺔ

ﻋﻧد ﺣدوث ﻣﺷﻛﻠﺔ ﻷﺣد اﻟﻣوظﻔﯾن ﻓﻲ

E7

اﻟﻧﺷ رات واﻟﺑﯾﺎﻧﺎت اﻟﺗﻌرﯾﻔﯾﺔ( ﻓﻲ

ﻋﻧدﻣﺎ ﺗﻘدم ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

اﻟوﻋد.

E6

اﻟﺗﻲ ﺗﻌﻣل ﺑﻬﺎ ذوي ﻣظﻬر أﻧﯾق.

ﺑﻬﺎ ﺟذاﺑﺔ ﻟﻠﻧظر.

ﺗﺗوﻗﻊ ﻋﻧدﻣﺎ ﺗﻘدم ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم

E5

اﻟﻌﺎﻣﻠون ﻓﻲ ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
اﻟﻣواد اﻟﻣرﺗﺑطﺔ ﺑﺎﻟﺧدﻣﺔ )ﻣﺛل

واﻟﺑﯾﺎﻧﺎت

اﻟﺗوﻗﻊ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻠﻣوﺛوﻗﯾﺔ

اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل ﺑﻬﺎ ذات ﻣظﻬر
ﺟذاب.

ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة ذوي

اﻟﻧﺷرات

ﺗﻌﻣل ﺑﻬﺎ ﻣﻌدات ﻣﻌﺎﺻرة.
اﻟﻣ راﻓق اﻟﻣﺎدﯾﺔ ﻓﻲ ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم

ﻣظﻬر ﺟذاب ﻓﻲ ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم
اﻟﻌﺎﻣﻠون

ﺗﻣﺗﻠك ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل
P11

ﺑﻬﺎ ﺗﻘوم ﺑﺗﻘدﯾم اﻟﺧدﻣﺎت ﺑﺷﻛل

P12

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

ﺳرﯾﻊ ﻟﻠﻣوظﻔﯾن.

ﺑﺷﻛل ﺳرﯾﻊ ﻟﻠﻣوظﻔﯾن.
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1

2

3

4

5

ﺑﻬﺎ داﺋﻣﺎً ﺗﻛون ﻣﺳﺗﻌدة ﻟﺗﻘدﯾم

اﻟﻣﺗﻣﯾزة أن ﺗﻛون ﻣﺳﺗﻌدة داﺋﻣﺎً ﻟﺗﻘدﯾم

اﻟﺧدﻣﺎت اﻟﻣطﻠوﺑﺔ ﻟﻠﻣوظﻔﯾن.

اﻟﺧدﻣﺎت اﻟﻣطﻠوﺑﺔ ﻟﻠﻣوظﻔﯾن.

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

E13

اﻟﻣﺗﻣﯾزة

أﻻ

ﺗﻧﺷﻐل

ﻣطﻠﻘﺎً

اﻻﺳﺗﺟﺎﺑﺔ ﻟطﻠﺑﺎت اﻟﻣوظﻔﯾن.

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

ﻋن

اﻟﺗوﻗﻊ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻸﻣﺎن

P13

ﻟطﻠﺑﺎت اﻟﻣوظﻔﯾن.

1

2

3

4

اﻹدراك اﻟﻔﻌﻠﻲ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻸﻣﺎن

5

ﺗﺗوﻓﻊ أن ﺗﻌﻣل ﺳﻠوﻛﯾﺎت ﻣؤﺳﺳﺎت
E14

اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة ﻋﻠﻰ ﻏرس

P14

ﻣوظﻔو ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ

اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة ﺑﺎﻵﻣﺎن ﻓﻲ

P15

ﺗﻌﺎﻣﻠﻬم ﻣﻊ اﻹدارة.

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻟﻣﺗﻣﯾزة أن ﺗﻛون ﻣﻬذﺑﺔ وﺑﺷﻛل داﺋم

P16

ﻓﻲ ﺗﻌﺎﻣﻠﻬﺎ ﻣﻊ اﻟﻣوظﻔﯾن.
E17

اﻟﻌﺎﻟﻲ

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻟﻼزﻣﺔ

P17

ﻟﻺﺟﺎﺑﺔ ﻋﻠﻰ ﺗﺳﺎؤﻻت اﻟﻣوظﻔﯾن.
اﻟﺗوﻗﻊ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻠﺗﻌﺎطف اﻻﺟﺗﻣﺎﻋﻲ
E18

1

2

3

4

5

اﻹدا راك اﻟﻔﻌﻠﻲ ﺑﺎﻟﻧﺳﺑﺔ ﻟﻠﺗﻌﺎطف اﻻﺟﺗﻣﺎﻋﻲ
ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل
P18

ﺧﺎﺻﺎً .
E19

ﻣؤﺳﺳﺎت

ﺗﻌﻣل ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ

P19

ﻣﻧﺎﺳب وﻣرﯾﺢ ﺟداً ﻟﺧدﻣﺔ اﻟﻣوظﻔﯾن.
E20

ﺗﺗوﻗﻊ أن ﺗﻌﯾر ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾ م اﻟﻌﺎﻟﻲ

اﻟﻣﺗﻣﯾزة ﻣوظﻔﯾﻬﺎ إﻫﺗﻣﺎﻣﺎً ﺧﺎﺻﺎً .

E21

P20

ﺑﻬﺎ ﺗﻌﯾر ﻣوظﻔﯾﻬﺎ إﻫﺗﻣﺎﻣﺎً ﺧﺎﺻﺎً .

P21

ﺑﻬﺎ ﺗﻌﯾر ﻋﺎﻣﻠﯾﻬﺎ أﻓﺿل ﻗدر ﻣن

اﻻﻫﺗﻣﺎم.

ﺗﺗوﻓﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
E22

ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل
ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل

اﻻﻫﺗﻣﺎم.

اﻟﻣﺗﻣﯾزة أن ﺗﺗﻔﻬم اﻻﺣﺗﯾﺎﺟﺎت اﻟﺧﺎﺻﺔ

ﺗﻌﻣل ﺑﻬﺎ ﻟﻌدد ﺳﺎﻋﺎت ﻣﻧﺎﺳب

وﻣرﯾﺢ ﺟداً ﻟﺧدﻣﺗك.

ﺗﺗوﻗﻊ أن ﺗﻌﯾر ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ
اﻟﻣﺗﻣﯾزة ﻋﺎﻣﻠﯾﻬﺎ أﻓﺿل ﻗدر ﻣن

ﺑﻬﺎ ﺗﻌﯾر ﻣوظﻔﯾﻬﺎ إﻫﺗﻣﺎﻣﺎً ﻓردﯾﺎً

ﺧﺎﺻﺎً .

ﺗﺗوﻗﻊ أن ﺗﻛون ﺳﺎﻋﺎت اﻟﻌﻣل ﻓﻲ
اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﻣﺗﻣﯾزة

ﺑﻬﺎ ﻟدﯾﻬﺎ اﻟﻣﻌرﻓﺔ اﻟﻼزﻣﺔ ﻟﻺﺟﺎﺑﺔ

ﻋﻠﻰ ﺗﺳﺎؤﻻت اﻟﻣوظﻔﯾن.

ﺗﺗوﻗﻊ أن ﺗﻌﯾر ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

اﻟﻣﺗﻣﯾزة ﻛل ﻣوظف ﺑﻬﺎ إﻫﺗﻣﺎﻣﺎً ﻓردﯾﺎً

ﺑﻬﺎ ﺗﻛون ﻣﻬذﺑﺔ وﺑﺷﻛل داﺋم ﻓﻲ

ﺗﻌﺎﻣﻠﻬﺎ ﻣﻊ اﻟﻣوظﻔﯾن.

ﺗﺗوﻗﻊ أن ﯾﻛون ﻟدى ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم
اﻟﻣﺗﻣﯾزة

ﺗﻌﻣل ﺑﻬﺎ ﯾﺷﻌرون ﺑﺎﻵﻣﺎن ﻓﻲ

ﺗﻌﺎﻣﻠﻬم ﻣﻊ اﻹدارة.

ﺗﺗوﻗﻊ ﻣن ﻣؤﺳﺳﺎت اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ

اﻟﻣﻌرﻓﺔ

ﺗﻌﻣل ﺑﻬﺎ ،ﯾﻌﻣل ﻋﻠﻰ ﻏرس اﻟﺛﻘﺔ
ﻟدى اﻟﻣوظﻔﯾن.

ﺗﺗوﻗﻊ أن ﯾﺷﻌر ﻣوظﻔو ﻣؤﺳﺳﺎت

E16

1

2

3

4

5

ﺳﻠوك ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ

اﻟﺛﻘﺔ ﻟدى اﻟﻣوظﻔﯾن.

E15

ﺑﻬﺎ ﻻ ﺗﻧﺷﻐل ﻣطﻠﻘﺎً ﻋن اﻻﺳﺗﺟﺎﺑﺔ

P22

ﻟﺟﻣﯾﻊ ﻣوظﻔﯾﻬﺎ.
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ﻣؤﺳﺳﺔ اﻟﺗﻌﻠﯾم اﻟﻌﺎﻟﻲ اﻟﺗﻲ ﺗﻌﻣل
ﺑﻬﺎ ﺗﺗﻔﻬم اﻻﺣﺗﯾﺎﺟﺎت اﻟﺧﺎﺻﺔ ﻟك.
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2
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4
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Appendix B
English Form of the Questionnaire:

General Information about your HEI:
1. Classification of your HEI:
University

University College

Community College

Open Education

Public

Private

UNRWA

Researcher

Administrative/Academic

Academic

Vocational Specialist

Teaching Assistant

2. Sector of your HEI:
Governmental

3. Your Job Classification:
Administrative

Unskilled Worker

Technical

Personal Data
4. Gender:
Male

Female

5. Qualification:
Ph.D

Master

Bachelor

Diploma

Secondary School/ less

6. Experience:
Less than 1 Year.

1-5 Years

5-10 Years
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10-20 Years

More than 20 Years

E1.
E2.

E3.

E4.

E5.

E6.

E7.

E8.
E9.

E10.

E11.

E12.

E13.

E14.

E15.

E16.

E17.

E18.
E19.

Expectation of Tangibles
You Expect that Excellent HEIs will
have modern looking equipment.
You Expect that The physical
facilities at excellent HEIs will be
visually appealing.
You Expect that Employees at
excellent HEIs will be neat
appearing.
You
Expect
that
Materials
associated with the service (such as
pamphlets or statements) will be
visually appealing at an excellent
HEIs.
Expectation of Reliability
You Expect that When excellent HEIs
promise to do something by a
certain time, they do.
You Expect that When a customer
has a problem, excellent HEIs will
show a sincere interest in solving it.
You Expect that Excellent HEIs will
perform the service right the first
time.
You Expect that Excellent HEIs will
provide the service at the time they
promise to do so.
You Expect that Excellent HEIs will
insist on error free records
Expectation of Responsiveness
You Expect that Employees of
excellent HEIs will tell customers
exactly when services will be
performed.
You Expect that Employees of
excellent HEIs will give prompt
service to customers.
You Expect that Employees of
excellent HEIs will always be willing
to help customers.
You Expect that Employees of
excellent HEIs will never be too busy
to respond to customers’ requests.
Expectation of Assurance
You Expect that The behavior of
employees in excellent HEIs will
instill confidence in customers.
You Expect that Customers of
excellent HEIs will feel safe in
transactions.
You Expect that Employees of
excellent HEIs will be consistently
courteous with customers.
You Expect that Employees of
excellent HEIs will have the
knowledge to answer customers’
questions.

1

Expectation of Empathy
You Expect that Excellent HEIs will
give customers individual attention.
You Expect that Excellent HEIs will

1

2

3

4

5
P1.
P2.

P3.

P4.

1

2

3

4

5
P5.

P6.

P7.

Perception of Tangibles
Your HEI has modern looking
equipment.

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

Your HEI’s physical facilities
are visually appealing.
Your HEI’s reception desk
employees
are
neat
appearing.
Materials associated with
the service
(such
as
pamphlets or statements)
are visually appealing at
Your HEI.
Perception of Reliability
When your HEI promises to
do something by a certain
time, it does so.
When you have a problem,
your HEI shows a sincere
interest in solving it.
Your HEI performs the
service right the first time.

Your HEI provides its service
at the time it promises to do
so.
your HEI insists on error free
P9.
records
Perception of Responsiveness
P8.

1

2

3

4

5

P10.

Employees in your HEI tell
you exactly when services
will be performed.

P11.

Employees in your HEI give
you prompt service.

P12.

Employees in your HEI are
always willing to help you.

Employees in your HEI are
never too busy to respond to
your request.
Perception of Assurance
The behavior of employees
P14. in
your
HEI
instills
confidence in you.
You feel safe in your
P15. transactions with your HEI.
P13.

1

2

3

4

5

P16.

P17.

2

3

4

5
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Employees in your HEI area
consistently courteous with
you.
Employees in your HEI have
the knowledge to answer
your questions.

Perception of Empathy
Your HEI gives you individual
P18.
attention.
P19. Your HEI has operating hours

E20.

E21.

E22.

have operating hours convenient to
all their customers.
You Expect that Excellent HEIs will
have
employees
who
give
customers personal attention.
You Expect that Excellent HEIs will
have their customer’s best interests
at heart.
You Expect that The employees of
excellent HEIs will understand the
specific needs of their customers.

P20.

convenient
to all its
customers.
Your HEI has employees who
give you personal attention.

P21.

Your HEI has your best
interest at heart.

P22.
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The employees of your HEI
understand your specific
needs.

Appendix C
List of Arbitrators:
Sr.

Name
Assistant Prof. Isam El
1.
Buhaisi
Assistant
Prof. Mazen
2.
Rahmi
Associated
Prof.
3.
Mohammed Abu Seada
Assistant
Prof.
4.
Mohammed Fares
Associated Prof. Nehaya
5.
El Telbany
Assistant
Prof. Nafez
6.
Barakat
Assistant
Prof. Ramez
7.
Bdair
Associated Prof. Salem
8.
Sabbah
9. Prof. Shehata Zourob
Assistant Prof. Dr. Wael
10.
Thabet
11. Prof. Zeiad Barakat

Place of Work
College of Commerce, Islamic University of Gaza, Gaza
College of Business and Finance Administration,
University of Palestine, Gaza
Vice President for External Affairs, Previous Dean of
College of Law, University of Palestine, Gaza
College of Economics and Administrative Sciences, AlAzhar University, Gaza
College of Economics and Administrative Sciences, AlAzhar University, Gaza
College of Commerce, Islamic University of Gaza, Gaza
College of Economics and Administrative Sciences, AlAzhar University, Gaza
President of the University, College of Economics and
Administrative Sciences, University of Palestine, Gaza
Dean of Quality Assurance, University of Palestine, Gaza
College of Economics and Administrative Sciences, AlAzhar University, Gaza
College of Education, Al-Quds Open University, Tolkarem
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