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Abstract:

This study aims to determine the relative importance of the determinants of measuring the quality of educational services
according to the SERVQUAL modl (gap model) in the Master of Quality Management program at the Institute of
Productivity and Quality at the Arab Academy for Science, Technology and Maritime Transport, by applying the
SERVQUAL gap theory, where the research problem is based on determining the determinants of educational service
quality and its relative importance for students, using the determinants of the SERVQUAL model.

The study population is represented in the students of the Master of Quality Management program in the Academy, whose
number is (150) students. The comprehensive enumeration method was used, and it was possible to collect (114)
questionnaires valid for statistical analysis by (76%) of the original community members, which is a high percentage that is
representative of the community. The study compared to similar research, and among the most important recommendations
of the study: the need to pay attention to the fact that there are determinants that need more focus, attention and effort due to
their high relative importance (reliability, response).

Keywords: SERVQUAL « Customer «Customer Expectation «Customer Perception «Customer Satisfaction.
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