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CEL GG RER LR J[IETER The first major step in improving service quality is to recognize
customers’ expectations and perceptions of service quality and to determine service quality

gaps and then adopt the necessary strategies to reduce gaps and provide feedback. In this
case, not only is the prioritization and allocation of strategic resources facilitated, but also
the basis is provided to improve the quality of services and increase their effectiveness.
Quality assessment studies focus on the content area and the process of creating quality,
and less attention has been paid to taxonomic study in this area. Taxonomy studies in the
field of service quality not only provide a good description of the recipient groups, but also
provide the context for more specialized studies in this field and theorizing in it. The aim of
this study was to examine the taxonomy of student's satisfaction of service quality provided
in Academic Affairs and Postgraduate Management of University of Bojnord.

m The study population consisted of all 4039 undergraduate and postgraduate
students at University of Bojnord in four faculties: humanities, arts, basic sciences, and
engineering. The sample size was calculated 354 people using the Morgan table. To
sampling of students, a class-based sampling method was used based on the college,
departmental level and gender. In the end, 359 students were analyzed. The data collection
tool has been localized SERVQUAL questionnaire. Instrument reliability and validity was
assessment using of Cronbach's alpha and convergent validity. K-mean cluster analysis was
used to analyze the data. Three clusters of students with different orientations than the
services quality provided were identified that were conducted with students with passive
orientation, students with idealistic orientation and students with realistic orientation.

The results indicated that only 17% of students in the student group had passive

orientation and 83% of students were concerned about the quality of the services provided
in the Academic Affairs and Postgraduate Management Section.
The results of this study showed that students' satisfaction with the quality of
service delivery in Bojnourd University's Academic Affairs and Postgraduate Management
was moderate. The results of students’ satisfaction taxonomy showed the existence of
three groups of students with three different approaches to the quality of services received.
Groups of students with three titles including passive orientation, students with idealistic
orientation and students with realistic orientation were identified.
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Literature review and library data collection regarding the application of
SERVQUAL model in universities

A 4

Localization of SERVQUAL model with respect to the
processes and services provided in the academic affairs and postgraduate
management in university of Bojnord

Reliability and validity of questionnaire and data collection

Taxonomic analysis of students' approach to the
provided services quality in the academic affairs
and postgraduate management

A 4
Determining the number of Assessing the students expectations about Assessing the students perceptions about
optimal clusters using euclidean distance the providing services quality the providing services quality
v A 4

Assessing the students perceived about the
providing services quality provided in the
academic affairs and postgraduate management

Summary and conclusion
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Fig. 1: The process of doing research
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Table 1: Statistical population and statistical sample

The number of statistical samples using the morgan table = 354

Total number of students in university of bojnord (Statistical society)= 4039

Statistical sample by faculty, section and gender

Girl =32 Bachelor = 120
_ Faculty of
Boy =88 engineering=128
Girl =3 Masters = 8
Boy=5
Girl =96 Bachelor = 138 Faculty of humanities=
Boy =42 153
Girl =11 Masters = 15
Boy=4
Girl=13 Bachelor = 25 Faculty of basic Sciences
Boy = 12 =35
Girl =7 Masters = 10
Boy=3
Girl =28 Masters = 45 Faculty of art = 45
Boy =17

Statistical population by faculty, section and gender

Girl =352
_ Bachelor = 1340 Faculty of engineering=
Boy =988 1431
Girl =31
Masters =91
Boy = 60
Girl = 1071 Bachelor = 1538 =Faculty of humanities
Boy =467 71
Girl =123 Masters =173
Boy =50
Girl =148 Bachelor = 280 Faculty of Basic sciences =
Boy =132 396
Girl =76 Masters =116
Boy =40
Girl =317 Bachelor = 501 Faculty of art = 501

Boy =184




Z.Nikkhah Farkhani (

1+Y)

S oIy [0

Lged 59) bk 9 @) oo @Y S
Table 2: Results of reliability and validity

Variance

Cronbach alpha explained Bartlett KMO Factor loading Symbol Variable

0.56 R1
0.62 R2
0.73 R3
0.54 R4
0.71 R5

0.79 0.64 0 0.75 Reliability
0.77 R6
0.63 R7
0.68 R8
0.59 R9
0.78 R10
0.72 RE1
0.68 RE2
0.65 RE3

0.73 0.72 0 0.70 0.71 RE4 Responsiveness
0.72 RES
0.61 RE6
0.69 RE7
0.64 Syl
0.72 SY2

0.81 0.69 0 0.69 Empathy
0.78 SY3
0.71 SY4
0.63 Al
0.69 A2

0.72 0.65 0 0.78 Assurance
0.74 A3
0.75 A4
0.79 T1
0.69 T2
0.67 T3
0.74 T4
0.81 T5

0.78 0.73 0 0.73 Tangibles
0.85 T6
0.82 T7
0.75 T8
0.63 T9
0.76 T10
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Table 3: Descriptive and inferential statistics single sample t-test (students
perceptions)

<@

8 e Tg ) k-

] 868 3= & S

= = g c@& 5 >

- me £33 2

.o 8 &« ] <

wv

0.003 -2.99 358 0.59 2.2 Tangibles
0.000 -5.15 358 0.63 2.82 Reliability
0.000 -4.002 358 0.70 2.85 Responsiveness
0.310 1.017 358 0.76 3.04 Assurance
0.000 -5.47 358 0.81 2.76 Empathy
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Table 5: Descriptive and inferential statistics single paired t-test between
students perception and the expectation

Expectations Perceptions

2 g 5
5 2 S 2 5 2
a2 8% ~ ¢8 TS ¥ TS u =
T g b= o BT © - B © o
e B 8= £ ¢ g£% g8 =
@ © A8 < 88 <
s
-0.68 0.000 -12.36 358 0.93 3.58 0.59 2.90 23
K
-0.81 0.000 -13.13 358 1.00 3.63 0.63 2.82 '(_g >
[}
o

-0.8 0.000 -12.40 358 1.07 365 070 285

Respons
iveness

-0.76 0.000 -11.33 358 1.03 380 076 3.04

Assurance

-0.88 0.000 -12.54 358 1.17 3.64 081 276

Empathy
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Table 4: Descriptive and inferential statistics single sample t-test (students
expectations)
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53 8§ 52 % 3
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0.000 11.911 358 0934  3.58 Tangibles
0.000 11.998 358 1 363 Reliability

0.000 11.565 358 1.07 3.65 Responsiveness

0.000 14.755 358 1.03 3.80 Assurance

0.000 10.476 358 1.17 3.64 Empathy
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Table 6: Clustering university of Bojnord students perspective satisfaction with
service quality

Clusters
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4.35 4.30 3.17 Expectation of tangibles
4.40 4.42 3.06 Expectation of reliability
4.47 4.55 2.81 Expectation of responsiveness
4.56 4.62 2.87 Expectation of assurance
4.54 4.62 2.78 Expectation of empathy
2.56 3.25 2.82 Perception of tangibles
2.37 3.33 2.76 Perception of reliability
2.40 3.23 2.81 Perception of responsiveness
2.55 3.53 2.93 Perception of assurance
2.21 3.33 2.60 Perception of empathy
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Table 7: Describing the characteristics of students with passive orientation

Student with realistic orientation

13 Girl
47 Boy
Gender
49 Bachelor
11 Masters Grade
12 Above 17
13 16 to 17
14 14 to 16
Less than 14
9 Grade point average
24 Humanities
9 Art
6 Science
21 Engi i
ngineering Faculty
9 1396
14 1395
20 1394

Entering year
48 And before 1393
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Table 9: Describing the characteristics of students with idealistic orientation

Student with idealistic orientation

77 Girl
66 Boy
Gender
131 Bachelor
12 Masters Grade
23 Above 17
18 16 to 17
43 14 to 16
Less than 14
17 Grade point average
59 Humanities
14 Art
14 Science
56 Engi i
ngineering Faculty
32 1396
40 1395
30 1394

Entering year
41 And before 1393
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Table 8: Describing the characteristics of students with realistic orientation

Student with realistic orientation

100 Girl
56 Boy
Gender
143 Bachelor
Masters Grade
13
26 Above 17
32 16 to 17
36 14 to 16
Less than 14
15 Grade point average
Humanities
69
22 Art
15 Science Facult
56 Engineering aculty
34 1396
47 1395
27 1394

Entering year
48 And before 1393
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