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Abstract of the study in English

Abstract:

The aim of this research is to measure the perceived and expected quality at
the Syrian Virtual University by using the SERVQUAL gap scale to diagnose
the level of service quality from the viewpoint of students, whose views were
surveyed through a questionnaire consisting of (44) paragraphs that expressed
the five dimensions of the gap scale, namely: tangibility, Reliability, response
dimension, Assurance, Empathy, and the number of respondents was (135)
individuals.

To achieve the objectives of the research, a descriptive analytical approach
was used, and by taking advantage of the statistical program spss, the
practical study data was analyzed and a number of results were reached, the
most important of which are:

- There is a negative gap of (-0.02) between the average expectations of
students and their average perceptions of the tangible dimension, and they are
dissatisfied with the service.

- There is no gap between the average student expectations and their average
perceptions of the Reliability dimension and they are very satisfied with the
service.

- There is no gap between the average student expectations and their average
perceptions of the response dimension, and they are very satisfied with the
service.

- There is a negative gap of (-0.01) between the average expectations of
students and their average perceptions of the Assurance dimension and they
aren’t satisfied with the service.

- There is no gap between the student average expectations and their average
perceptions of the empathy dimension, and they are very satisfied with the
service.

Keywords: quality of service, expected quality, perceived quality,
SERVQUAL scale, customer satisfaction.
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Mean | Deviatio
n

Sig. (2-

Mean Difference tailed)

Lower Upper ’
Pair 1 | claig - Sy | -.024 .549 .047 -.117 .069 -.510 | 134 611
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1AWl duda i) —2-3
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o bleS s il Jolaall selany cdpalaie) aad Tty (Ul U (e 3500 cilarsll

Laghay Gy AalaioV) sy clalgid ( beand) Janusiall st (21) aby Jsia

E-P 352l L) Jagia | ulad gil) Jan gia

Cladgil) — sy P
EAPYTI E<P 0.02 3.72 3.70 Lalaey)
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Lsgie G Bead 2 ¥ UL ccladgill assgia e Aol lSHIY) Lagia of (21) dsaadl o
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dgalaieY) cilshdlg ClaBel (o LI N Gum s (22) Ad) Jsoa

Correlation ‘ Sig.

Pair 1 Sl g3 & iS) ) 135 .510 .000
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S LAY il Jghaall el o lecall) 2S5 aed Gy (O U8 (e A0l claralls
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Pair 1 e i - sl o) | -.015 .530 .046 -.105 .075 -.325| 134 .746
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Cladgil) — sy P
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Paired Differences

95% Confidence )
Std. i Sig. (2-

Std. Interval of the ;
Mean Error : tailed)
Deviation Difference
Mean

Lower Upper
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Pair 1 Clad i - S| )
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