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Received: 11 Sep 2024 Introduction: The quality of educational services is a key factor that affects the satisfac-
Accepted: 11 Nov 2024 tion and performance of students, teachers and managers in various educational environ-
Available Online: 18 Mar ments. However, measuring and evaluating the quality of educational services is not an
2025 easy task because it involves multiple dimensions, perspectives and criteria. In this study,
we examine the main concepts and approaches to evaluating the quality of educational
services, including the SERVQUAL model, gap analysis, expectation-perception analysis.
We also discuss the advantages and limitations of each approach as well as the challenges
and opportunities for future research in this field. Our goal is to provide useful results for
practitioners, managers and policymakers who are interested in improving the quality of
educational services and enhancing the learning outcomes of their stakeholders.

Methods: This cross-sectional descriptive study was conducted on 180 medical students
of Ramsar Autonomous Campus in different stages of basic sciences, physiopathology, in-
ternship and internship in 2023. The data collection tools in this study include; Question-
naire of demographic information and standard questionnaire of educational service quality
SERVQUAL. Data analysis was done using descriptive statistics and inferential statistical
tests at a significance level of P<0.05.
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Results: Out of the total of 180 participating students in the study, 85 (22.47%) were
female and 95 (78.52%) were male and their average age was 24.03 years. Among the par-
ticipating students, 23.33% were in the basic sciences section, 13.33% in physiopathology
section, 20% in externship section and 43.33% in internship section. The quality gap in all
five dimensions of educational services quality was negative. Assurance and responsiveness
dimensions had the highest quality gap scores respectively. Physical dimension had the
lowest quality gap score among other dimensions.

Discussion: The result of this study indicates that students’ expectations have not been
Key Words: met in all five dimensions of educational services quality. Therefore, to improve the level
Education, SERVQUAL | of educational services, all dimensions, especially assurance and responsiveness, should be
Model, Ramsar Campus. considered.
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Extended Abstract

Introduction:

ducational service quality is among

the most significant factors that influ-

ence the performance and satisfaction
of students, administrators, and faculty members in
various educational settings. However, the measure-
ment and evaluation of educational service quality
is not a straightforward task, as it involves multiple
dimensions, perspectives, and standards. Quality
evaluation is now a critical issue among policy-
makers and scholars since evaluation is seen as a
minimum step toward achieving quality in educa-
tion. Student evaluation can be one of the determin-
ing factors in educational decision-making among
higher education services assessment tools. Pay-
ing attention to students’ feedback and engaging in
improving educational service quality ensures im-
proved student satisfaction. From the last decade,
there has been an urgent need to improve the qual-
ity of education and its evaluation because the issue
of quality in education has become a very critical
matter among researchers and academic stakehold-
ers globally. University higher education systems
always strive to achieve it, and making assessment
of universities and closing the gap between desired
and actual status a deciding factor for educational
quality improvement and making the universities
sensitive to the evolving needs of society. As stu-
dents are the direct consumers of the educational
services of the university, information regarding
the quality of service delivered to them could be
the foundation for planning and educational quality
development. Therefore, the present study aimed to
assess the quality of education services provided to
self-financed medical students in Ramsar Campus
in 2023 using the SERVQUAL model.

Methods:

This descriptive cross-sectional study includ-
ed 180 self-financed medical students in Ramsar
Campus at various levels of study (basic sciences,
physiopathology, externship, and internship) in
2023. The data collection tools in this study were:
a demographic questionnaire and the standardized
SERVQUAL questionnaire to assess educational
service quality. Data analysis was performed using

descriptive statistics and inferential statistical tests.
Results:

Among 180 students who were part of the study,
85 (47.2%) were females and 95 (52.8%) were
males with a mean age of 24.03 years. Contrary to
expectations, the highest mean score was for assur-
ance dimension and the lowest for empathy dimen-
sion. Under perceptions, tangibles dimension was
rated the highest, and the lowest was by assurance.
No gender disparity was observed in mean scores in
the five educational services dimensions (P>0.05).
However, differences were observed in responsive-
ness, assurance, and empathy dimensions among
students of >24 and <24 years (P<0.0001). Dif-
ferences were observed in responsiveness and
assurance dimensions between academic stages
(P<0.0001).

Discussion:

This study revealed negative quality gaps in all
the five dimensions of education services, as shown
in studies by Arbouni et al., Kebriaei et al., and
Aghamolaei et al. The results show that Ramsar
self-financed campus administrators should give
higher priority to assurance and responsiveness di-
mensions, which had the widest negative gaps, fol-
lowed by reliability and empathy dimensions. Tan-
gibles dimension, which had the least negative gap,
should have lower priority. Surprisingly, enhancing
the quality of services in dimensions with the larg-
est gaps could at the same time improve user sat-
isfaction in all the other dimensions. The outcome
of Bidgoliy et al.’s study at Kashan University of
Medical Sciences concluded that the tangibles di-
mension was the largest service gap, while our
study concluded that it had the smallest gap. This
difference is due to various reasons like Ramsar
Campus’s newer buildings and more modern infra-
structure compared to Kashan University. Interest-
ingly, Arbouni et al.’s research at Zanjan University
of Medical Sciences also indicated negative gaps in
all SERVQUAL dimensions, with the largest gap in
empathy and the smallest in reliability. These dif-
ferences underscore how institutional features (e.g.,
facility age, student population) can differentially
affect perceptions of service quality across learning
environments.
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Conclusion:

The findings of this study indicate that the expec-
tations of the students were not met in all five di-
mensions of educational service quality. Therefore,
integrated initiatives for quality enhancement need
to target all dimensions, particularly assurance and
responsiveness, to enhance educational services.
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