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ABSTRACT

Background: The quality of educational services plays an important role in students’
satisfaction and academic achievement. A mismatch between students’ expectations and
their actual educational experiences may indicate weaknesses in the educational system.
This study aimed to assess and compare the gap between students’ expectations and
perceptions of educational service quality at the Schools of Nursing and Health and
Paramedical Sciences of Neyshabur University of Medical Sciences using the SERVQUAL
model.

Methods: This cross-sectional study was conducted in 2021 among 147 students enrolled
in the Schools of Nursing and Health and Paramedical Sciences at Neyshabur University of
Medical Sciences. A census sampling method was adopted, and all eligible students were
invited to participate. Data were collected using a demographic questionnaire, including
age, sex, marital status, place of residence, and school of study, along with the standard 27-
item SERVQUAL questionnaire covering five dimensions: assurance, responsiveness,
empathy, reliability, and tangibles. Statistical analyses were performed using Stata version
14. Descriptive statistics were used to summarize the data. Paired t-tests compared
students’ expectations with their perceptions, and independent t-tests were used to compare
quality gaps between the two schools. Statistical significance was set at P < 0.05.

Results: Students’ perceptions were significantly lower than their expectations across all
SERVQUAL dimensions in both schools, resulting in negative quality gaps (P < 0.001).
The largest gap was observed in the assurance dimension (—0.74), while the smallest was
found in responsiveness (—0.61). Although the overall quality gap was greater among
nursing students than among students in the School of Health and Paramedical Sciences
(=0.79 vs. —0.57), the difference was not statistically significant. In contrast, the difference
between the two schools was significant for the tangibles dimension (P = 0.002).
Conclusion: A negative gap between students’ expectations and perceptions was evident
across all dimensions of educational service quality. The findings suggest that greater
attention should be given to strengthening educational interactions, improving access to
learning resources, and enhancing educational facilities and infrastructure. Routine
evaluation of educational service quality can help universities identify areas requiring
improvement and support evidence-informed strategies to improve students’ educational
experiences.

Keywords: Educational service quality, SERVQUAL, service quality gap, medical students,
perception-expectation analysi
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