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Abstract

Examining the views of students as the main recipients of higher education services plays an
important role in improving the quality and quantity of services provided in this area. The
purpose of this study was to evaluate the quality of the educational services in an education
department of one of the colleges in Tehran University. It is applied research in terms of
purpose; It is a descriptive analysis in terms of data collection methods. The statistical
population of the research includes 1,348 people, the sample size was determined based on
Morgan's table and using proportional stratified sampling of 300 people. To collect data, the
researcher used a questionnaire based on the SERVQUAL model. The validity of the
questionnaire was reviewed and confirmed by several experts. The reliability of the
questionnaire was obtained according to Cronbach's alpha of 0.88. Students' expectations of the
quality of educational services are at a high level and their perception is at an average and
downward level. Among the students' expectations and perceptions in all the five dimensions
of educational service quality, there is a significant negative gap. Among the demographic
variables, no significant difference was observed in the students' perception regarding the
gender variable. The results of this research indicate that there is a gap between the expectations
and perceptions of students in the two from five investigated dimensions. Determining the gap
in the quality of educational services can be a suitable basis for planning, prioritizing and
deciding on the allocation of resources necessary to improve the quality of education.

Key Words: quality, higher education, stakeholders, SERVQUAL model
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