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The Impact of Educational Service Quality Dimensions on Student

ABSTACT

This research aims to examine the impact of educational service quality dimensions on the
satisfaction of students at the Higher Institute of Business Administration. The researcher
focuses on the five dimensions of educational service quality to determine which of them has
the greatest influence on student satisfaction. The researcher employed a descriptive
methodology, distributing 450 questionnaires to students at the Higher Institute of Business
Administration. Of these, 413 were retrieved and analyzed using SPSS software. To test the
study's hypotheses and model, the researcher utilized Amos software for structural equation
modeling. The research found that students hold positive attitudes toward the dimensions of
educational service quality provided at the institute. Furthermore, the results demonstrated a
statistically significant positive impact of all educational service quality dimensions—reliability,
responsiveness, assurance, empathy, and tangibles—on the satisfaction of students at the
Higher Institute of Business Administration. The research also found that reliability is the most
influential dimension regarding student satisfaction, followed by assurance, tangibles,
responsiveness, and finally, empathy.

The study concluded by offering recommendations and proposals regarding the necessity of
adopting comprehensive strategies to enhance educational service quality in alignment with

the dimensions of the SEFRVQUAL model.
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Satisfaction
A Field Study on Students of the Higher Institute of Business Administration
(HIBA)

Keywords: Educational Service Quality, Tangibles, Reliability, Responsiveness,

Empathy, Assurance, Higher Institute of Business Administration (HIBA).
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Cronbach’s ].EFA CFA item
1tem

alpha Loading Loading
RESPOSIVNESS 0.870
RE4 .888 895 A
RE3 .829 .809H**
RE2 .826 785H**
REI 768 29 A
RES 677 552w
ASSURANCE 0.848
AS1 812 833 H**
AS3 812 T40%H*
ASS 791 .800***
AS4 788 JISTHREE
AS2 652 S15%**
EMPATHY 0.772
EM3 761 2T
EMS 748 687 A
EM4 707 593 H**
EM2 .683 .606%**
EM1 .682 566 **
TANGABILITY 0.722
TA1 .839 JJ22H**
TA3 .823 O3 1H**
TA2 678 631 H**
RELIABILITY 0.646
RLI 717 A65%H*
RL4 .709 J10%**
RL2 670 .645%**
RL3 .640 AT1HEE
SATISFACTION 0.834
SA3 .861 824
SA2 .850 18T
SAl 814 T ERERE

2/df: 606.953 (255), p: 0.000,
0.909 <CFI: 0.908 <RMSEA: 0.058

«PCFI: 0.772 «IFI:

obiall Baas U (1) B8 Jsas
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Ol (2 JRall) AMOS Graphics galiy olaaiul €1-€20 5 1-€23 5 .e4-el65 €19
iad 606.953 = IS auye) Afilian) AN 03 SIS e s o (e a2 e Lz dsalll Basa
e Ll 7 3sa Al b agad AU (58 juladll Gl (255 = dyall daye p = 0.000
Jilas ekl \RMSEA: 0.058 «CFl: 0.908 «IFI: 0.909 PCFl: 0.772 ¢ : gkl 73 all
= Ly calalailly daslaie Yy lacally G galally laial] — i) il (CFA) gastll Jalsal
By a8 bl e iy ol 3l o e el oL ptials IS8 Yale (uld g 3se
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Ayl @ prial dilaay) Gliuagil)

one Jiai ehal & Jeel 5ylay Jall sgral) 3 daxdll sasa dlagl sas Akl culalas) bl
@haall Caai¥ly oleal)l o il Gluay @llig caiall g\)éi alblaial Jalail sample t-test
@bl G ebie b salad) Al Jiey g (4)atall Jasgially Lihlhey e JSI

P YIS ) il AauY) 8 aadidl

One-Sample Test (test value = 4)

Std.
Std. Error
N Mean  Deviation Mean Sig. (2-tailed)
RES 413 4.7830 1.17369  .05775  .000

TANG 413 45474 88952  .04377  .000
ASSUAR 413 49838  .94997  .04675 .000
RELI 413 44474 90867  .04471  .000
EMPAT 413 43180  .89978  .04428  .000

Laodl) 3aga alad s Allal) claladl (2)a8 Jsaa

Sig Aad cuilS Cum Aplan) AVa 53 Alaia¥) el leall Lasgiadl o Goladl Jsaadl e o
i) dey Aualall hlall e Al alil GllaY  JleaY) haugiall (S LS <0.05 o ial
Slo dules (4.7830) Llaiu) axd aladl sl T siall iy Cum ¢ 4 bl Jassia (e LS
il Al e Jlee ) 818y el sgaall 8538 e Jay 1aas (DUl die dlay) cilalat) gy

gl il o diaalST el jludind Culs ol cdillad g Aoy DU

Tsie o Sh dgalal aay Aalall chlall o Al 2l Gy JleaY) Tl (IS LS
CulS Can ddlias) ANS 53 s (4.5474) davsald) el bl bl hangid) 24 4 sl
Agal) Al Basa sad DU die Aalayl Slaladl asas e Ju e <0.05 e al Sig e
Jebaal) ) Rdla) cdaalanl) cnlu@lly ¢chliKall el yiiaal) cdandpal) cale ) Jie dpadail) el
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Senal )8 gai sat (O vie Aglay Glalat) dsms e Jy e <0.05 e aal Sig ded
yesally Al Jady Loy caie (e & L (385 Aiuia 4880 ladd aai e JlaeY1 50y Jla

maa s pealy JS ApapalSY) il sbeal) iy cApagleil) Jaladlg oo liall 255 ¢l

Lassia g ST Calaball aey Aualall il e Aidl 2il cllay e haugiadl S LS
ey clalail asas ey lae (4.3180)cabalell and alell luad) Javsgiall 4l 4 alal)
aell anifis (Aaadll agilalialy Ul agaall alaal i JleeY1 5oy Jall gaall (Dl 2ie

Lyfie (S5 Ao Laa¥y A8y agilalinl agdy cagl aadidl

reilpadl) L)

sl (SEM) LSl c¥aleall dadas aglud aladinl &3 ciuhall Giluad Hlas) ) &
sadinall cihdgally (bl Y e sl canly o (8 lysiall (Bl apil Jals Ua) (16
Y alaal) Qi L o)) 5 AMOS ealipl e gus Ml Agalsll e dansys WS 7350l oLy
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OIS @y o(df = 255 p: 0.000 x> = 583.514) IS gape LAY g 1a UL i) o]
oo ling ¥ (i) £ieall ol AL il Gl (mdy o sl e e Ly Lutila
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SATISFAC <--- RELIABI [.610  ***
*#%. Significant at 0.001 level
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