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ﺒﺴم اﷲ واﻝﺤﻤد ﷲ ﺤﻤدا ﻴﻠﻴق ﺒﺠﻼﻝﻪ
واﻝﺼﻼة واﻝﺴﻼم ﻋﻠﻰ ﻤﺤﻤد وآﻝﻪ
ﻋﺒﺎرات اﻝﺘرﺤﻴب ﺒﻜم ﻋﺎﺠزة ﻋن اﻝﺘﻌﺒﻴر ﻋﻤﺎ ﺘﻜﻨﻪ ﻝﻜم اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ ﻤﺘﻤﺜﻠﺔ ﻓﻲ ﻤﻨﺴوﺒﻴﻬﺎ ٕوادارﺘﻬﺎ
ﺴﻬﻼ ﻓﻲ ﺒﻠدﻜم اﻝﺜﺎﻨﻲ ﻤﻤﻠﻜﺔ اﻝﺒﺤرﻴن واﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ.
ورﺌﺎﺴﺘﻬﺎ ،ﺤﻠﻠﺘم أﻫﻼ وﻨزﻝﺘم
ً
ﺘﻔﺎوﺘت اﻵراء ﺤول ﻤﻔﻬوم اﻝﺠودة وﻤﺎ ﻫو ﻤﺼدرﻫﺎ ﻫل ﺠﺎء ﺒﻬﺎ اﻝﺼﻨﺎﻋﻴون ،اﻹدارﻴون ،اﻻﺠﺘﻤﺎﻋﻴون أم
اﻝﺘرﺒوﻴون.
أرى اﻨﻪ ﻻ ﻫذا وﻻ ذاك .....ﻜﻠﻤﺎ ﻋرض ﻝﻲ أﻤر ﺴﻠوﻜﻴﺎً ﻤن أﻤور اﻝدﻨﻴﺎ أو ﻋﺼﻰ ﻋﻠﻰ إدراﻜﻲ
ﻤﻔﻬوﻤﺎ رﺠﻌت إﻝﻰ ﻜﺘﺎب اﻝﻤﺸرع اﻷﻋﻠﻰ ﺨﺎﻝق اﻝﻜون وﻤﻠﻬم اﻝﻌﺒﺎد أو إﻝﻰ ﺴﻨﺔ رﺴوﻝﻪ اﻝﻜرﻴم وﻗوﻝﻪ:
ً
" إن اﷲ ﻴﺤب إذا ﻋﻤل أﺤدﻜم ﻋﻤﻼ أن ﻴﺘﻘﻨﻪ"
إذن اﻝﺠودة ﻫﻲ إﺘﻘﺎن اﻝﻌﻤل ،أول ﻤن ﻨﺎدى ﺒذﻝك دﻴﻨﻨﺎ اﻝﺤﻨﻴف ﻗﺒل أرﺒﻌﺔ ﻋﺸر ﻗرﻨﺎً وﻨﻴف ،ﺴﺒق ﺒﻬذا اﻝﻤﻔﻬوم
ﻋﺼر اﻝﻨﻬﻀﺔ وﻋﺼر اﻝﺤﻀﺎرة اﻝﺤدﻴﺜﺔ ،إذا اﻝﺠودة ﻨﻬﺞ دﻴﻨﻲ وﻝﻴس ﻤطﻠب ﺤﻀﺎري ﺒل ﺘوﺠﻴﻪ ﺴﻤﺎوي ﻋﻠﻴﻨﺎ
اﻨﺘﻬﺎﺠﻪ واﻝﺘﻤﺴك ﺒﻪ.
اﻜرر ﺘرﺤﻴﺒﻲ ﺒﻜم واﺴﺄل اﻝﻤوﻝﻰ اﻝﻘدﻴر أن ﻴوﻓﻘﻨﺎ ﻝﺘوﻓﻴر ﺴﺒل اﻝراﺤﺔ واﻝﺘﺴﻬﻴﻼت ﻝﻜم وأن ﻴﻜﻠل ﺠﻬودﻨﺎ
ﺠﻤﻴﻌﺎً ﺒﺎﻝﺘوﻓﻴق ﻓﻲ ﻤؤﺘﻤرﻨﺎ  ،،،،وﻝﻴﻜن ﺸﻌﺎرﻨﺎ ﺘﺤﻘﻴق اﻹﺘﻘﺎن دوﻤﺎً ﻜﻘول رﺴوﻝﻨﺎ اﻝﻜرﻴم...
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ﺘﻘدﻴم
اﻷﻤﻴن اﻝﻌﺎم ﻝﻠﻤؤﺘﻤر IACQA'2012
اﻝﺤﻤد ﷲ رب اﻝﻌﺎﻝﻤﻴن واﻝﺼﻼة واﻝﺴﻼم ﻋﻠﻰ اﺸرف اﻝﺨﻠق واﻝﻤرﺴﻠﻴن ﺴﻴدﻨﺎ ﻤﺤﻤد وﻋﻠﻰ اﻝﻪ وﺼﺤﺒﻪ أﺠﻤﻌﻴن.
ﺠﻤﻴﻌﺎ ﺒﺘﺤﻴﺔ اﻹﺴﻼم اﻝﺴﻼم ﻋﻠﻴﻜم ورﺤﻤﺔ اﷲ وﺒرﻜﺎﺘﻪ ....وﺒﻌد:
اﻹﺨوة واﻷﺨوات اﻝﻤﺸﺎرﻜﻴن ﻓﻲ اﻝﻤؤﺘﻤر أﺤﻴﻴﻜم
ً
ﻓﺎﻨــﻪ ﻝﻴــﺴﻌدﻨﻲ أن أرﺤ ــب ﺒﻜــم ﺠﻤﻴﻌـ ًـﺎ أﺠﻤــل ﺘرﺤﻴــب ﻓــﻲ رﺤــﺎب اﻝﺠﺎﻤﻌ ــﺔ اﻝﺨﻠﻴﺠﻴــﺔ ﺠﺎﻤﻌ ــﺔ ﻜــل اﻝﻌــرب اﻝﺘــﻲ ﺘﺴﺘ ــﻀﻴف ﻓــﻲ ﻜــل
ـددا ﻜﺒﻴ ـ ًار ﻤــن اﻝﻌﻠﻤــﺎء واﻝﺒــﺎﺤﺜﻴن ﻤــن ﺸــﺘﻰ ﺒﻘــﺎع اﻝﻌــﺎﻝم ﻓــﻲ ﻤﻴــﺎدﻴن ﺸــﺘﻰ ﻤــن اﻝﻌﻠــوم
ﻤؤﺘﻤراﺘﻬــﺎ وﻨــدواﺘﻬﺎ اﻝﻌﻠﻤﻴــﺔ ﻓــﻲ ﻜــل ﻋــﺎم ﻋـ ً
واﻝﻤﺠــﺎﻻت ﺤﻴــث ﺘﺴﺘــﻀﻴف اﻝﺠﺎﻤﻌــﺔ اﻝﺨﻠﻴﺠﻴــﺔ –ﻫــذا اﻝﻌــﺎم -اﻝــدورة اﻝﺜﺎﻨﻴــﺔ ﻝﻠﻤــؤﺘﻤر اﻝﻌرﺒــﻲ اﻝــدوﻝﻲ ﻝــﻀﻤﺎن ﺠــودة اﻝﺘﻌﻠــﻴم اﻝﻌــﺎﻝﻲ
.IACQA'2012
اﻨﺸﻰء اﻝﻤؤﺘﻤر اﻝﻌرﺒﻲ اﻝدوﻝﻲ ﻝﻀﻤﺎن ﺠـودة اﻝﺘﻌﻠـﻴم اﻝﻌـﺎﻝﻲ؛ ﻓﻬـو ﻤـؤﺘﻤر ﻋﻠﻤـﻲ ﻤﺤﻜـم ﻤﺘﺨـﺼص ﻓـﻲ ﻤﺠـﺎل ﺠـودة اﻝﺘﻌﻠـﻴم اﻝﻌـﺎﻝﻲ
ـﻨوﻴﺎ،
ﻴﻨﻌﻘد ﺒﺸﻜل دوري ﻤرة ﻜل ﻋﺎم ﻓﻲ إﺤدى اﻝﻤؤﺴﺴﺎت اﻝﻌﻠﻤﻴـﺔ اﻝﻌرﺒﻴـﺔ ،وﻝـﻪ اﺴـم ﻋـﺎﻝﻤﻲ ذاﺌـﻊ اﻝـﺼﻴت ﺒوﺼـﻔﻪ ﻤـؤﺘﻤ ًار دورﻴ ًـﺎ ﺴ ً
وﻴﻨﺒﺜــق ﺒﻬﻴﺌﺎﺘــﻪ ﻜﺎﻓــﺔ ﻋــن اﺘﺤــﺎد اﻝﺠﺎﻤﻌــﺎت اﻝﻌرﺒﻴــﺔ وﻴﺘﺨــذ ﻤــن ﺠﺎﻤﻌــﺔ اﻝزرﻗــﺎء ﻓــﻲ اﻷردن ﻤﻘـ ًار داﺌﻤـ ًـﺎ ﻷﻤﺎﻨﺘــﻪ اﻝﻌﺎﻤــﺔ .وﻤـن اﻝﺠــدﻴر
ذﻜـ ـرﻩ ،أن اﻝ ــدورة اﻷوﻝ ــﻰ ﻝﻤ ــؤﺘﻤر  IACQA'2011ﻋﻘ ــدت ﻓ ــﻲ رﺤ ــﺎب ﺠﺎﻤﻌ ــﺔ اﻝزرﻗ ــﺎء ﻓ ــﻲ اﻝﻤﻤﻠﻜ ــﺔ اﻷردﻨﻴ ــﺔ اﻝﻬﺎﺸ ــﻤﻴﺔ ﻓ ــﻲ ﻋ ــﺎم
2011م.
وﻴﺸرف ﻋﻠﻰ اﻝﻤؤﺘﻤر ﻝﺠﻨﺔ ﻤﻨظﻤـﺔ داﺌﻤـﺔ ﺘﺘﻜـون ﻤـن  32ﻋـﻀو ﻤـن اﻝـدول اﻝﻌرﺒﻴـﺔ ﺒﺎﻹﻀـﺎﻓﺔ إﻝـﻰ ﻝﺠﻨـﺔ ﺘﺤﻜـﻴم ﻋﺎﻝﻤﻴـﺔ ﺘﺘﻜـون ﻤـن
 200ﻋﻀوًا ﻤن ذوي اﻝﺨﺒرة واﻻﺨﺘﺼﺎص ﻤن ﺠﺎﻤﻌﺎت ﻋرﺒﻴﺔ وأﺠﻨﺒﻴﺔ.
وﻤن أﻫداف ﻫذا اﻝﻤؤﺘﻤر:
 إﺒراز أﻫﻤﻴﺔ ﻀﻤﺎن ﺠودة اﻝﺘﻌﻠﻴم اﻝﻌﺎﻝﻲ وأﺜرﻫﺎ ﻓﻲ ﺘطوﻴر اﻝﺠﺎﻤﻌﺎت اﻝﻌرﺒﻴﺔ واﻻرﺘﻘﺎء ﺒﻬﺎ. ﺘﺸﺠﻴﻊ اﻝﺒﺤث اﻝﻌﻠﻤﻲ واﻝﺒﺤوث اﻝﻤﺸﺘرﻜﺔ وﺘﺒﺎدل ﻨﺘﺎﺌﺠﻬﺎ ﻓﻲ ﻫذا اﻝﻤﺠﺎل. ﺘﻨظﻴم اﻝﻨدوات اﻝﻤﺘﺨﺼﺼﺔ واﻝﻌﺎﻤﺔ ﺒﻤﺎ ﻴﺨدم ﻗطﺎع ﺠودة اﻝﺘﻌﻠﻴم اﻝﻌﺎﻝﻲ. رﺒط ﻤوﻀوﻋﺎت اﻝﺒﺤث اﻝﻌﻠﻤﻲ ﺒﺤﺎﺠﺎت اﻝﺠﺎﻤﻌﺎت اﻝﻌرﺒﻴﺔ. اﻝﺘﻨﺴﻴق ﺒﻴن اﻝﺒﺎﺤﺜﻴن اﻝﻌرب ﻝﺘﺴﻬﻴل اﻝﻤﺸﺎرﻜﺔ ﻓﻲ اﻝﻬﻴﺌﺎت واﻝﻤؤﺘﻤرات اﻝدوﻝﻴﺔ ذات اﻝﻌﻼﻗﺔ. ﺘوﻝﻴف اﻝﺘﻌﺎون ﺒﻴن اﻝﺠﻤﻌﻴﺎت واﻝﻬﻴﺌﺎت واﻝﻤؤﺴﺴﺎت وﻤراﻜز اﻷﺒﺤﺎث ﻓﻲ اﻝدول اﻝﻌرﺒﻴﺔ.ﻤﻌﺎ ﺒﻬدف اﻻﺤﺘﻜﺎك وﺘﺒﺎدل اﻝﺨﺒرة.
 ﺘوﻓﻴر ﺒﻴﺌﺔ ﻤﻨﺎﺴﺒﺔ ﻝﻠﻘﺎء اﻝﻌﻠﻤﺎء اﻝﻌرب واﻝﺒﺎﺤﺜﻴن واﻝﻤﻬﺘﻤﻴن ً اﺴﺘﻘطﺎب اﻝﻜﻔﺎءات واﻝﺨﺒرات ﻤن ﺨﺎرج اﻝوطن اﻝﻌرﺒﻲ ﻝﻼﺴﺘﻔﺎدة ﻤن إﻤﻜﺎﻨﺎﺘﻬـﺎ واﻻطـﻼع ﻋﻠـﻰ اﻝﺠدﻴـد ﻓـﻲ ﻤﺠـﺎل ﻀـﻤﺎنﺠودة اﻝﺘﻌﻠﻴم اﻝﻌﺎﻝﻲ.
ﻫذا ٕوان اﻝﻤﺠﺎﻻت اﻝرﺌﻴﺴﻴﺔ ﻝﻠﻤؤﺘﻤر:
أ .ﻤﻌﺎﻴﻴر ﻀﻤﺎن اﻝﺠودة ﻓﻲ ﻤؤﺴﺴﺎت اﻝﺘﻌﻠﻴم اﻝﻌﺎﻝﻲ:
ﻤﻌــﺎﻴﻴر ﻀــﻤﺎن اﻝﺠــودة  ،ﻀــﻤﺎن ﺠــودة اﻝﺒ ـراﻤﺞ اﻷﻜﺎدﻴﻤﻴــﺔ ،ﻀــﻤﺎن ﺠــودة اﻝﻤؤﺴــﺴﺎت اﻷﻜﺎدﻴﻤﻴــﺔ  ،ﻀــﻤﺎن ﺠــودة اﻝﺒﺤــث اﻝﻌﻠﻤــﻲ،
ﻀﻤﺎن ﺠودة اﻝﺘﻌﻠم ﻋن ﺒﻌد ،ﻀﻤﺎن ﺠودة اﻝﺘﻌﻠﻴم اﻹﻝﻜﺘروﻨﻲ ،ﺘﺠﺎرب ﻋرﺒﻴﺔ وﻋﺎﻝﻤﻴﺔ ﻓﻲ ﻀﻤﺎن اﻝﺠودة.
ب .إدارة اﻝﺠودة اﻝﺸﺎﻤﻠﺔ ﻓﻲ اﻝﺘﻌﻠﻴم اﻝﻌﺎﻝﻲ:
اﻝﺘﺨط ــﻴط اﻻﺴ ــﺘراﺘﻴﺠﻲ ،أﻨظﻤ ــﺔ إدارة اﻝﺠ ــودة اﻝــﺸﺎﻤﻠﺔ ،دور وﺤ ــدات ﻀ ــﻤﺎن اﻝﺠ ــودة ،اﻝﺘﻘ ــوﻴم اﻝ ــداﺨﻠﻲ واﻝﺨ ــﺎرﺠﻲ ،ﺘﺠ ــﺎرب ﻋرﺒﻴ ــﺔ
وﻋﺎﻝﻤﻴﺔ ﻓﻲ إدارة اﻝﺠودة اﻝﺸﺎﻤﻠﺔ.

ج .ﺘرﺨﻴص واﻋﺘﻤﺎد اﻝﻤؤﺴﺴﺎت واﻝﺒراﻤﺞ اﻷﻜﺎدﻴﻤﻴﺔ:
ﻤﻌﺎﻴﻴر اﻝﺘرﺨﻴص اﻷﻜﺎدﻴﻤﻲ ،ﺘرﺨﻴص اﻝﺒراﻤﺞ اﻷﻜﺎدﻴﻤﻴﺔ ،ﺘرﺨﻴص اﻝﻤؤﺴﺴﺎت اﻷﻜﺎدﻴﻤﻴﺔ ،ﺘﺠﺎرب ﻋرﺒﻴﺔ وﻋﺎﻝﻤﻴﺔ ﻓﻲ اﻝﺘرﺨﻴص.
د .ﺠواﺌز اﻝﺠودة وﺸﻬﺎداﺘﻬﺎ
اﻝﺠواﺌز اﻝﻌﺎﻝﻤﻴﺔ ،اﻝﺠواﺌز اﻝﻌرﺒﻴﺔ ،اﻝﺠواﺌز اﻝﻤﺤﻠﻴﺔ.
ﻫـ .اﻝﺘﺼﻨﻴف واﻝﺘرﺘﻴب اﻝﻌﺎﻝﻤﻲ واﻝﻌرﺒﻲ ﻝﻠﺠﺎﻤﻌﺎت
و .أدوات اﻝﺠودة ﻓﻲ ﻗﻴﺎس وﺘﺤﻠﻴل اﻝﻤﻌطﻴﺎت.
ﺴﻨوﻴﺎ ﻓـﻲ إﺤـدى اﻝﺠﺎﻤﻌـﺎت اﻝﻌرﺒﻴـﺔ وﺘﻌطـﻰ اﻷوﻝوﻴـﺔ ﻓـﻲ اﺴﺘـﻀﺎﻓﺘﻪ ﻝﻠﺠﺎﻤﻌـﺎت اﻷﻋـﻀﺎء ﻤـﻊ ﻤ ارﻋـﺎة ﺘﻨﻘﻠـﻪ ﺒـﻴن
ﻫذا وﻴﻌﻘد اﻝﻤؤﺘﻤر
ً
اﻷﻗطــﺎر اﻝﻌرﺒﻴــﺔ اﻝﻤﺨﺘﻠﻔــﺔ ﺘﻘــدم اﻝﺠﺎﻤﻌــﺔ اﻝﺘــﻲ ﺘرﻏــب ﺒﺎﺴﺘــﻀﺎﻓﺘﻪ ﻜﺘﺎﺒـ ًـﺎ ﺘﺒــﻴن ﻓﻴــﻪ رﻏﺒﺘﻬــﺎ ﺒﺎﻻﺴﺘــﻀﺎﻓﺔ ،ﻤــﻊ ﺒﻴــﺎن اﻝﻤوازﻨــﺔ اﻝﻤرﺼــودة
ـﺸﻔوﻋﺎ ﺒﺘﻔــﺼﻴل ﻋــن ﻤ ارﻓــق اﻝﺠﺎﻤﻌــﺔ وﺘﺠﻬﻴزاﺘﻬــﺎ اﻝﺘــﻲ ﺴــﺘوظف ﻝﺨدﻤــﺔ اﻝﻤــؤﺘﻤر ،إﻀــﺎﻓﺔ إﻝــﻰ ﻜﺎدرﻫــﺎ اﻝﻤﺘﺨــﺼص ﻓــﻲ
ﻝﻠﻤــؤﺘﻤر .ﻤـ
ً
ﻀــﻤﺎن اﻝﺠــودة إذا ﻝــم ﺘﻘــدم أي ﻤــن اﻝﺠﺎﻤﻌ ــﺎت اﻷﻋــﻀﺎء ﺒطﻠــب اﺴﺘــﻀﺎﻓﺔ اﻝﻤــؤﺘﻤر ،ﻴﻌﻘ ــد اﻝﻤــؤﺘﻤر ﻓــﻲ اﻝﺠﺎﻤﻌــﺔ اﻝﻤــﻀﻴﻔﺔ اﻝﺘــﻲ
ﺘﺴﺘﻀﻴف ﻤﻘر اﻷﻤﺎﻨﺔ اﻝﻌﺎﻤﺔ ﻝﻠﻤؤﺘﻤر.
وﻝﻠﻤؤﺘﻤر ﻝﺠﻨﺔ ﻤﻨظﻤﺔ داﺌﻤﺔ ﺘﺘﺄﻝف ﻤن ﺨﺒراء ﻤﺘﺨﺼﺼﻴن ﻓﻲ ﻤﺠﺎل ﻀﻤﺎن اﻝﺠودة ﻋن اﻝﺠﺎﻤﻌﺎت اﻝﻌرﺒﻴﺔ اﻝﺘـﻲ دﻋﻤـت اﻝـدورة
اﻝﺘﺄﺴﻴﺴﻴﺔ ﻝﻠﻤؤﺘﻤر ،إﻀﺎﻓﺔ إﻝﻰ ﻤﻤﺜل ﻋـن ﻜـل ﺠﺎﻤﻌـﺔ ﻤـﻀﻴﻔﺔ ﻝـدورة ﻤـن دورات اﻝﻤـؤﺘﻤر ،وﻴـﺘم إﻀـﺎﻓﺔ أﻋـﻀﺎء ﺠـدد أو إﺴـﻘﺎط
ﻋــﻀوﻴﺔ أﻋــﻀﺎء ﻗــداﻤﻰ ﻤ ــن اﻝﻠﺠﻨــﺔ ﺤــﺴب اﻝﻨظــﺎم اﻷﺴﺎﺴــﻲ ﻝﻠﻤــؤﺘﻤر ،ﺘﻌﻘــد اﻝﻠﺠﻨــﺔ اﻝﻤﻨظﻤ ــﺔ اﻝداﺌﻤــﺔ اﺠﺘﻤﺎﻋﻬــﺎ اﻝــﺴﻨوي ﻓ ــﻲ
اﻝﺠﺎﻤﻌﺔ اﻝﻤﻀﻴﻔﺔ ﻋﻠﻰ ﻫﺎﻤش اﻝﻤؤﺘﻤر ،وﻴرأس اﻻﺠﺘﻤﺎع اﻷﻤﻴن اﻝﻌﺎم ﻝﻠﻤؤﺘﻤر.
وأﺨﻴ ًار وﻝﻴس أﺨ اًر
ﻨﺸﻜر اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ ﻤﻤﺜﻠﺔ ﺒـ :
ﺴﻌﺎدة رﺌﻴس ﻤﺠﻠس إدارة اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ اﻝدﻜﺘورة ﻤﻨﻰ راﺸد اﻝزﻴﺎﻨﻲ.
اﻝــﺴﺎدة أﻋــﻀﺎء اﻝﻠﺠﻨــﺔ اﻝﺘﺤــﻀﻴرﻴﺔ اﻝﺘــﻲ ﻗﺎﻤــت ﺒﺎﻹﺸ ـراف ﻋﻠــﻰ ﺘﻨظــﻴم وﺘﺤــﻀﻴر ﻝﻠﻤــؤﺘﻤر وﺒــﺎﻻﺨص اﻝــدﻜﺘور ﻋﻤــﺎر اﻝــﺴﺎﻤراﺌﻲ و
اﻝدﻜﺘور ﻤرام اﻝﺴﻔﺎرﻴﻨﻲ.

اﻷﻤﻴن اﻝﻌﺎم ﻝﻠﻤؤﺘﻤر ACQA'2012
د .ﻨﻀﺎل اﻝرﻤﺤﻲ

أﻋﻀﺎء
اﻝﻠﺠﻨﺔ اﻝﺘﺤﻀﻴرﻴﺔ ﻝﻤؤﺘﻤر IACQA'2012
د .ﻤﻨﻰ راﺸد اﻝزﻴﺎﻨﻲ /رﺌﻴس ﻤﺠﻠس اﻻدارة اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /رﺌﻴس اﻝﻤؤﺘﻤر
د .ﻨﻀـﺎل اﻝرﻤـﺤﻲ  /اﻷﻤﻴن اﻝﻌﺎم ﻝﻠﻤؤﺘﻤر  /ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء /اﻻردن
د .ﻋﻤﺎر اﻝﺴ ـ ــﺎﻤراﺌﻲ /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ /ﻤـﻘـر ًار
أ.د اﺤﻤد اﻝﺴﻴد ﻋﺒد اﻝﺤﻤﻴد /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
أ.د ﻓرﺤﺎن اﻝﻌﺎﻨﻲ /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
أ.د .ﻤؤﻴد ﻋزﻴز /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
أ.د .ﻴﺴري ﻤﺼطﻔﻰ /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
د .اﺤﻤـد اﻝطـواﻝﺒـﺔ /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
د .اﻝﺴﻴد ﻋﺒد اﻝﻤوﻝﻰ اﺒو ﺨطوة /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
د .ﻋﺒد اﻝﺴــﺘﺎر اﻝﻌـزاوي  /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
د .زﻜرﻴﺎ ﻋزام  /ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء  /اﻻردن
د .إﺴـﻤﺎﻋﻴـل ﻴــﺎﻤﻴن /ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء  /اﻻردن
د .ﻤـرام اﻝﺴـﻔـﺎرﻴـﻨﻲ /ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء  /اﻻردن
اﻴﻤﺎن اﻝﺨﻀﻴري  /اﻝﻌﻼﻗﺎت اﻝﻌﺎﻤﺔ  /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ  /اﻝﺒﺤرﻴن
ﻤروة ﺴﻌﻴد ﻋﻠﻲ  /ﺴﻜرﺘﻴرة اﻝﻤؤﺘﻤر  /اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ /اﻝﺒﺤرﻴن

اﻝﻠﺠﻨﺔ اﻝﻤﻨظﻤﺔ اﻝداﺌﻤﺔ
Steering Committee
IACQA'2012
اﺒراﻫﻴم اﻝدﺨﻴل ،ﺠﺎﻤﻌﺔ ﻨﺎﻴف اﻝﻌرﺒﻴﺔ ﻝﻠﻌﻠوم اﻻﻤﻨﻴﺔ ،اﻝﺴﻌودﻴﺔ
اﺒراﻫﻴم اﻝﻌﻠﻲ ،ﺠﺎﻤﻌﺔ ﺘﺸرﻴن ،ﺴورﻴﺎ
اﺴﻤﺎﻋﻴل ﻴﺎﻤﻴن ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻻردن
اﻝﺴﻴد ﻋﺒد اﻝﻤوﻝﻰ اﺒو ﺨطوة ،اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ ،اﻝﺒﺤرﻴن
أﻤﺠد ﻫدﻴب ،اﻝﺠﺎﻤﻌﺔ اﻷردﻨﻴﺔ ،اﻷردن
ﺤﺴﺎم اﺒو ﺨﻀرا ،ﺠﺎﻤﻌﺔ روزﻓﻠت ،اﻤرﻴﻜﺎ
ﺤﺴن زرداﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝﻘﺎﻀﻲ ﻋﻴﺎض ،اﻝﻤﻐرب
ﺠﺒر ﺒن ﻤﺤﻤد اﻝﺠﺒر ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
ﺨﺎﻝد اﻝﺼراﻴرة ،ﺠﺎﻤﻌﺔ اﻝﺸرق اﻻوﺴط  ،اﻻردن
داود اﻝﺤداﺒﻲ ،ﺠﺎﻤﻌﺔ اﻝﻌﻠوم واﻝﺘﻜﻨوﻝوﺠﻴﺎ ،اﻝﻴﻤن
رﻤﻀﺎن ﻜرﺒوش ،ﺠﺎﻤﻌﺔ ﻋﻨﺎﺒﺔ ،اﻝﺠزاﺌر
ﺴﺎم ﻋﺒد اﻝﻘﺎدر اﻝﻔﻘﻬﺎء ،ﺠﺎﻤﻌﺔ اﻝﻨﺠﺎح اﻝوطﻨﻴﺔ ،ﻓﻠﺴطﻴن
ﺴﻌﻴد اوﻜﻴل ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﻓﻬد ﻝﻠﺒﺘرول واﻝﻤﻌﺎدن ،اﻝﺴﻌودﻴﺔ
ﺴﻌﻴد ﺒن ﻋﻠﻲ اﻝﻌﻀﺎﻀﻲ ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺨﺎﻝد ،اﻝﺴﻌودﻴﺔ
ﺴﻬﺎم ﻗرﻀﺎوي ،ﺠﺎﻤﻌﺔ ﻗطر ،ﻗطر
ﺼﺒﺤﻲ اﺒو اﻝﻨﺠﺎ ،ﺠﺎﻤﻌﺔ اﻝﻤﻨوﻓﻴﺔ ،ﻤﺼر
ﻓراس اﻝﻌزة ،ﻤﻤﺜل ﻋن ﺠﺎﻤﻌﺔ اﻝزﻴﺘوﻨﺔ ،اﻻردن
ﻋﻼم ﺤﻤدان ،اﻝﺠﺎﻤﻌﺔ اﻷﻫﻠﻴﺔ ،اﻝﺒﺤرﻴن
ﻋﻼم ﻤوﺴﻰ ،ﺠﺎﻤﻌﺔ اﻝﻨﺠﺎح اﻝوطﻨﻴﺔ ،ﻓﻠﺴطﻴن
ﻋﻠﻲ ﻋرﻴﻔﺔ ،ﺠﺎﻤﻌﺔ اﻝﻜوﻴت ،اﻝﻜوﻴت
ﻋﻠﻲ ﻴﺎﻏﻲ ،ﺼﻨدوق اﻝﺤﺴﻴن ﻝﻼﺒداع واﻝﺘﻔوق ،اﻷردن
ﻋﻤﺎد اﺒواﻝرب ،ﻜﻠﻴﺔ اﻻﻤﺎرات ﻝﻠﺘﻜﻨوﻝوﺠﻴﺎ ،اﻻﻤﺎرات اﻝﻌرﺒﻴﺔ اﻝﻤﺘﺤدة
ﻋﻤﺎر اﻝﺴﺎﻤراﺌﻲ ،ﻤﻤﺜل ﻋن اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ ،اﻝﺒﺤرﻴن
ﻋوض اﻝﻘرﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
ﻤﺒﺎرك اﻝﻬﻼﻝﻰ ،ﺠﺎﻤﻌﺔ اﻝﻨﻴﻠﻴن ،اﻝﺴودان
ﻤﺤﻤد اﻝﻌﻤﺎري ،ﺠﺎﻤﻌﺔ ﻗﺎرﻴوﻨس ،ﻝﻴﺒﻴﺎ
ﻤﺤﻤد راﻓت ﻤﺤﻤود ،ﻤﻤﺜل ﻋن اﺘﺤﺎد اﻝﺠﺎﻤﻌﺎت اﻝﻌرﺒﻴﺔ ،اﻷردن
ﻤﺤﻤود اﻝوادي ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
ﻤرام اﻝﺴﻔﺎرﻴﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻻردن
ﻤروان دروﻴش ،ﺠﺎﻤﻌﺔ اﻝﻘدس اﻝﻤﻔﺘوﺤﺔ ،ﻓﻠﺴطﻴن
ﻨﻀﺎل اﻝرﻤﺤﻲ ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻷردن
ﻴوﺴف اﺒو اﻝﻌدوس ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻻردن

اﻝﻠﺠﻨﺔ اﻝﻌﻠﻤﻴﺔ اﻝﻤﺤﻜﻤﺔ
Technical Committee
IACQA'2012
اﺒراﻫﻴم اﻝﻌﻠﻲ ،ﺠﺎﻤﻌﺔ ﺘﺸرﻴن ،ﺴورﻴﺎ
اﺒراﻫﻴم اﻝﻌﻤر ،ﺠﺎﻤﻌﺔ اﻝﻘﺼﻴم ،اﻝﺴﻌودﻴﺔ
أﺒو ﺒﻜر ﻋﺒداﻝﺒﺎﻗﻲ ﻤﺤﻤد اﻝطﻴب ،ﺠﺎﻤﻌﺔ اﻝﻘرآن اﻝﻜرﻴم واﻝﻌﻠوم اﻻﺴﻼﻤﻴﺔ ،اﻝﺴودان
أﺒﻲ ﻤﺤﻤود ،ﺠﺎﻤﻌﺔ ﺘﺸرﻴن ،ﺴورﻴﺎ
اﺤﻼم اﻝﺸﻜﻴري ،ﺠﺎﻤﻌﺔ طﻴﺒﺔ ،اﻝﺴﻌودﻴﺔ
اﺨﻼص ﻋﺸرﻴﺔ ،ﺠﺎﻤﻌﺔ اﻝﺨرطوم ،اﻝﺴودان
أﺤﻤد اﺤﻤد اﻝزاﻤل ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
أﺤﻤد ﻤﻨﻴر ﻨﺠﺎر ،ﺠﺎﻤﻌﺔ اﻝﻜوﻴت ،اﻝﻜوﻴت
إﺴﻼم ﺠﺎﺒر ﻋﻼم ،ﺠﺎﻤﻌﺔ ﻗﻨﺎة اﻝﺴوﻴس ،ﻤﺼر
اﺴﻤﺎﻋﻴل ﻴﺎﻤﻴن ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻻردن
أﺴﻤﺎء اﻝﺴﺒﺎﻋﻲ ،ﺠﺎﻤﻌﺔ ﺤﻠوان ،ﻤﺼر
اﻤﺤﻤد ﺘﻐﻴزة ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
اﺴوان ﺤﻤزة ،ﺠﺎﻤﻌﺔ ﻋدن ،اﻝﻴﻤن
اﻝﺴﻴد ﻋﺒد اﻝﻤوﻝﻰ أﺒو ﺨطوة ،اﻝﺠﺎﻤﻌﺔ اﻝﺨﻠﻴﺠﻴﺔ وﺠﺎﻤﻌﺔ اﻻﺴﻜﻨدرﻴﺔ ،ﻤﺼر
اﻴﺜﺎر ﻋﺒد اﻝﻬﺎدي ﻤﺤﻤد ،ﺠﺎﻤﻌﺔ ﺒﻐداد ،اﻝﻌراق
اﻴﻤﺎن اﻝﻬﻨﻴﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝﺒﻠﻘﺎء اﻝﺘطﺒﻴﻘﻴﺔ ،اﻻردن
ﺒﺴﺎم زاﻫر ،ﺠﺎﻤﻌﺔ ﺘﺸرﻴن ،ﺴورﻴﺎ
ﺒﻜﻴﻨﺎز ﺒرﻜﻪ ،ﺠﺎﻤﻌﺔ ﻤﺼر ﻝﻠﻌﻠوم واﻝﺘﻜﻨوﻝوﺠﻴﺎ ،ﻤﺼر
ﺘﻴﺴﻴر اﻨدراوس ،ﺠﺎﻤﻌﺔ اﻝﺒﻠﻘﺎء اﻝﺘطﺒﻴﻘﻴﻪ ،اﻷردن
ﺜﻨﺎء ﻋﺒد اﻝﺠﺒﺎر ﺨﻠف ،ﻤﻌﻬد اﻻدارة /اﻝرﺼﺎﻓﺔ ،اﻝﻌراق
ﺤﺎﺘم ﺤﺴﻴن اﻝﺒﺼﻴص ،ﺠﺎﻤﻌﺔ اﻝﺒﻌث ،ﺴورﻴﺎ
ﺤرﻴﺼﺔ اﻝﺸﻴﻤﻲ ،ﺠﺎﻤﻌﺔ اﻝزﻴﺘوﻨﺔ ،اﻻردن
ﺤﺴﺎم اﺒو ﺨﻀرﻩ ،ﺠﺎﻤﻌﺔ روزﻓﻠت ،اﻤرﻴﻜﺎ
ﺤﺴن زرداﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝﻘﺎﻀﻲ ﻋﻴﺎض ،اﻝﻤﻐرب
ﺤﺴﻴن اﻝﻬراﻤﺸﺔ ،ﺠﺎﻤﻌﺔ ﻨﺎﻴف اﻝﻌرﺒﻴﺔ ﻝﻠﻌﻠوم اﻻﻤﻨﻴﺔ ،اﻝﺴﻌودﻴﺔ
ﺤﺴﻴن ﻋﻠﻴوي ﺤﺴﻴن اﻝطﺎﺌﻲ ،اﻝﺠﺎﻤﻌﺔ اﻝﻌراﻗﻴﻪ ،اﻝﻌراق
ﺤﺴﻴن ﻤﺤﻤد اﺤﻤد اﻝﻤﺸﻬداﻨﻲ ،اﻝﻤﻌﻬد اﻝطﺒﻲ اﻝﺘﻘﻨﻲ _ اﻝﻤﻨﺼور ،اﻝﻌراق
ﺤﻠﻤﻲ ﻋﻠﻲ ﻴوﺴف ،ﺠﺎﻤﻌﺔ ﺴﺒﻬﺎ ،ﻝﻴﺒﻴﺎ
ﺤﻤدﻴﺔ اﻝدﻤرداش ،ﺠﺎﻤﻌﺔ اﻝﻤﻨﺼورة ،ﻤﺼر
ﺠﻤﺎل ﻤ ارزﻗﺔ ،ﺠﺎﻤﻌﺔ اﻝﺠزاﺌر  ،3اﻝﺠزاﺌر
ﺠورج ﺠﺒور ،ﺠﺎﻤﻌﺔ ﺠورج واﺸﻨطن ،اﻤرﻴﻜﺎ

ﺠورج ﻴﺤﺸوﺸﻲ ،ﺠﺎﻤﻌﺔ اﻝروح اﻝﻘدس  -اﻝﻜﺴﻠﻴك ،ﻝﺒﻨﺎن
ﺠوﺴﺘﺎ ﻤﺴﻼﻴﻠن ،ﺠﺎﻤﻌﺔ روزﻓﻠت ،اﻤرﻴﻜﺎ
ﺨﺎﻝد اﺤﻤد اﻝﺼراﻴرة ،ﺠﺎﻤﻌﺔ ﻤؤﺘﺔ ،اﻷردن
ﺨﺎﻝد ﻋﻤر اﻝﻔوﺘﻲ ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﻋﺒد اﻝﻌزﻴز ،اﻝﺴﻌودﻴﺔ
داود اﻝﺤداﺒﻲ ،ﺠﺎﻤﻌﺔ اﻝﻌﻠوم واﻝﺘﻜﻨوﻝوﺠﻴﺎ ،اﻝﻴﻤن
دﻴﺎب ﺠرار ،ﺠﺎﻤﻌﺔ اﻝﻘدس اﻝﻤﻔﺘوﺤﺔ ،ﻓﻠﺴطﻴن
راﺌد ﺸدﻓﺎن ،اﻝﺨدﻤﺎت اﻷﻜﺎدﻴﻤﻴﺔ،اﻻردن
رﻴﻬﺎم ﻤﺼطﻔﻰ ﻤﺤﻤد ،ﺠﺎﻤﻌﺔ طﻴﺒﺔ ،اﻝﺴﻌودﻴﺔ
زﻜرﻴﺎ ﻋزام ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻷردن
زﻴﺎد ﺤﺎزم ﻋﺒداﻝﺠﺒﺎر ،ﺠﺎﻤﻌﺔ ﺴرت ،ﻝﻴﺒﻴﺎ
زﻴﻨب ﻨور ،ﺠﺎﻤﻌﺔ ﺤﻠوان ،ﻤﺼر
زﻴﻨب اﻝزﺒﻴر اﻝطﻴب ﻤﺤﻤد ،ﺠﺎﻤﻌﺔ اﻝﺨرطوم ،اﻝﺴودان
ﺴﺎم ﻋﺒد اﻝﻘﺎدر اﻝﻔﻘﻬﺎء ،ﺠﺎﻤﻌﺔ اﻝﻨﺠﺎح اﻝوطﻨﻴﺔ ،ﻓﻠﺴطﻴن
ﺴﺎﻝم ﻋﺒداﷲ ﺤﻠس ،اﻝﺠﺎﻤﻌﺔ اﻻﺴﻼﻤﻴﺔ -ﻏزة ،ﻓﻠﺴطﻴن
ﺴﺎﻝم ﻤﺤﻤد اﻝﻘﻤﺎطﻲ ،ﺠﺎﻤﻌﺔ اﻝﻔﺎﺘﺢ ،ﻝﻴﺒﻴﺎ
ﺴﻌﻴد اوﻜﻴل ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﻓﻬد ﻝﻠﺒﺘرول واﻝﻤﻌﺎدن ،اﻝﺴﻌودﻴﺔ
ﺴﻌﻴد ﺒن ﻋﻠﻲ اﻝﻌﻀﺎﻀﻲ ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺨﺎﻝد ،اﻝﺴﻌودﻴﺔ
ﺴﻠﻴﻤﺎن ﻋﺒدرﺒﻪ ﻤﺤﻤد ،ﺠﺎﻤﻌﺔ ﻋﻴن ﺸﻤس ،ﻤﺼر
ﺴﻤﻴر ﺒﺸﺎرات ،ﺠﺎﻤﻌﺔ ﻓﻠﺴطﻴن اﻝﺘﻘﻨﻴﺔ ،ﻓﻠﺴطﻴن
ﺴﻨﺎء اﺒودﻗﺔ ،اﻝﺠﺎﻤﻌﺔ اﻻﺴﻼﻤﻴﺔ -ﻏزة ،ﻓﻠﺴطﻴن
ﺴﻬﺎم اﻝﻘرﻀﺎوي ،ﺠﺎﻤﻌﺔ ﻗطر ،ﻗطر
ﺴوﺴن ﺒدرﺨﺎن ،ﺠﺎﻤﻌﺔ ﻋﻤﺎن اﻻﻫﻠﻴﻪ ،اﻻردن
ﺴﻴف اﻝدﻴن اﻝﻴﺎس ﺤﻤدﺘو أرﺒﺎب ،ﺠﺎﻤﻌﺔ ﺸﻨدي ،اﻝﺴودان
ﺸرﻴﻔﻲ ﻤﺴﻌود ،ﺠﺎﻤﻌﺔ اﻝﺠزاﺌر ،اﻝﺠزاﺌر
ﺼﺒﺤﻲ اﺒو اﻝﻨﺠﺎ ،ﺠﺎﻤﻌﺔ اﻝﻤﻨوﻓﻴﺔ ،ﻤﺼر
ﺼﺒري ﻤﺎﻫر ﻤﺸﺘﻬﻰ ،ﺠﺎﻤﻌﺔ اﻝﻘدس اﻝﻤﻔﺘوﺤﺔ ،ﻓﻠﺴطﻴن
ﻋﺎدل ﻤﺤﻤد اﻝﺸرﻜﺴﻲ ،ﺠﺎﻤﻌﺔ ﻗﺎرﻴوﻨس ،ﻝﻴﺒﻴﺎ
ﻋﺎﻤر ﻤﻨﻰ ،ﺠﺎﻤﻌﺔ ﺒﺎﺒل ،اﻝﻌراق
ﻋﺒﺎس اﻝﺒﻜري ،اﻝﻌراق
ﻋﺒﺎس ﻓﺎﻀل ،ﺠﺎﻤﻌﺔ ﺒﺎﺒل ،اﻝﻌراق
ﻋﺒد اﻝرﺤﻤن اﻝﺸرﻴف ﻜرار ،ﺠﺎﻤﻌﺔ اﻝرﺒﺎط اﻝوطﻨﻲ ،اﻝﺴودان
ﻋﺒداﻝرﺤﻤن اﺒراﻫﻴم ﻤﺼطﻔﻰ ،ﺠﺎﻤﻌﺔ اﻝﺴودان ﻝﻠﻌﻠوم واﻝﺘﻜﻨوﻝوﺠﻴﺎ ،اﻝﺴودان
ﻋﺒداﻝﻜرﻴم ﻋطﺎ ﻜرﻴم ،ﺠﺎﻤﻌﺔ ذي ﻗﺎر ،اﻝﻌراق
ﻋﺒد اﷲ ادرﻴس ﻤﺤﻤد ،ﺠﺎﻤﻌﺔ اﻝﻨﻴﻠﻴن ،اﻝﺴودان
ﻋﺒد اﻝوﻫﺎب اﻝﻨﺠﺎر ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
ﻋﺼﺎم اﻝﺴﻨوﺴﻲ ،ﻜﻠﻴﺔ ﺼﻘر ،ﻝﻴﺒﻴﺎ
ﻋﻼء ﺤﺎﻜم اﻝﻨﺎﺼر ،ﺠﺎﻤﻌﺔ ﺒﻐداد ،اﻝﻌراق
ﻋﻼم ﺤﻤدان ،اﻝﺠﺎﻤﻌﺔ اﻷﻫﻠﻴﺔ ،اﻝﺒﺤرﻴن

ﻋﻼم ﻤوﺴﻰ ،ﺠﺎﻤﻌﺔ اﻝﻨﺠﺎح اﻝوطﻨﻴﺔ ،ﻓﻠﺴطﻴن
ﻋﻠﻲ اﻝﺤﻤدي ،ﺠﺎﻤﻌﺔ ﻨﺠران ،اﻝﺴﻌودﻴﺔ
ﻋﻠﻲ ﺤﻤود ﻋﻠﻲ ،ﺠﺎﻤﻌﺔ اﻝﺨرطوم ،اﻝﺴودان
ﻋﻠﻲ ﻋرﻴﻔﺔ ،ﺠﺎﻤﻌﺔ اﻝﻜوﻴت ،اﻝﻜوﻴت
ﻋﻠﻴﺎن اﻝﺤوﻝﻲ ،اﻝﺠﺎﻤﻌﺔ اﻻﺴﻼﻤﻴﺔ -ﻏزة ،ﻓﻠﺴطﻴن
ﻋﻤﺎد اﺒو اﻝرب ،ﻜﻠﻴﺔ اﻻﻤﺎرات ﻝﻠﺘﻜﻨوﻝوﺠﻴﺎ ،اﻻﻤﺎرات
ﻋواطف اﻝﺴﺎﺌﺢ ،ﺠﺎﻤﻌﺔ ﻤﺤﻤد اﻝﺨﺎﻤﺴن اﻝﻤﻐرب
ﻋواطف ﻤﺤﻤد ،ﺠﺎﻤﻌﺔ اﻝزﻗﺎزﻴق ،ﻤﺼر
ﻓﺘﺢ اﷲ ﻏﺎﻨم ،ﺠﺎﻤﻌﺔ اﻝﻘدس اﻝﻤﻔﺘوﺤﺔ ،ﻓﻠﺴطﻴن
ﻓﺘﺤﻲ ﺤﺴن ،ﺠﺎﻤﻌﺔ اﻝزﻗﺎزﻴق ،ﻤﺼر
ﻓراس اﻝﻌزﻩ ،ﺠﺎﻤﻌﺔ اﻝزﻴﺘوﻨﺔ ،اﻷردن
ﻓرﻗد اﻝﻌﺎﻨﻲ ،اﻝﻌراق
ﻓرﻴﺤﺔ ﻤﻔﺘﺎح اﻝﺠﻨزوري ،اﻝﺠﺎﻤﻌﺔ اﻝوطﻨﻴﺔ اﻝﻤﺎﻝﻴزﻴﺔ ،ﻤﺎﻝﻴزﻴﺎ
ﻓﻴﺼل ﻋﺒد اﻝﻔﺘﺎح ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﺔ
ﻓﻴﺼل ﻤﺤﻤد ﻋﺒد اﻝوﻫﺎب ﺴﻌﻴد ،ﺠﺎﻤﻌﺔ اﻝﺨرطوم ،اﻝﺴودان
ﻗﺎﺴم ﻨﺎﻴف ﻋﻠوان ،ﺠﺎﻤﻌﺔ اﻻﻨﺒﺎر ،اﻝﻌراق
ﻗﻤر ﻤﺤﻤد ﻤﺎﺠﻲ ،ﺠﺎﻤﻌﺔ اﻝﻘرآن اﻝﻜرﻴم واﻝﻌﻠوم اﻻﺴﻼﻤﻴﺔ ،اﻝﺴودان
ﻜﻴﺘﺸﻲ ﻨﺎﻜﺎﺘﺎ ،ﺠﺎﻤﻌﺔ رﻴدﻴﻨك ،ﺒرﻴطﺎﻨﻴﺎ
ﻝﻴﻠﻰ ﻋﻠوان ،اﻝﺠﺎﻤﻌﺔ اﻝﺘﻜﻨوﻝوﺠﻴﺔ ،اﻝﻌراق
ﻤﺎﺠد اﻝﻔرا ،اﻝﺠﺎﻤﻌﺔ اﻻﺴﻼﻤﻴﺔ -ﻏزة ،ﻓﻠﺴطﻴن
ﻤﺠﻴد ﻤﻨﺼور ،ﺠﺎﻤﻌﺔ اﻝﻨﺠﺎح اﻝوطﻨﻴﺔ ،ﻓﻠﺴطﻴن
ﻤﺒﺎرك اﻝﻬﻼﻝﻰ ،ﺠﺎﻤﻌﺔ اﻝﻨﻴﻠﻴن ،اﻝﺴودان
ﻤﺤﺴن ﻜﺸرﻓﺎز ،اﻴران
ﻤﺤﻤد ارﺸﻴد ﻤﺎﻝك ،ﺠﺎﻤﻌﺔ ام اﻝﻘرى ،اﻝﺴﻌودﻴﺔ
ﻤﺤﻤد اﻻطرش ،ﺠﺎﻤﻌﺔ اﻝﻘﺎﻀﻲ ﻋﻴﺎض ،اﻝﻤﻐرب
ﻤﺤﻤد اﻝﺤراﺤﺸﻪ ،ﺠﺎﻤﻌﺔ ال اﻝﺒﻴت ،اﻻردن
ﻤﺤﻤد اﻝطﺎﺌﻲ ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻻردن
ﻤﺤﻤد ﺤﺎﻤد ﺴﻌﻴد ،ﺠﺎﻤﻌﺔ ﺒﺎﺒل ،اﻝﻌراق
ﻤﺤﻤد ﺠواد ﻋﺒﺎس ﺸﺒﻊ ،ﺠﺎﻤﻌﺔ اﻝﻜوﻓﺔ ،اﻝﻌراق
ﻤﺤﻤد راﻓت ﻤﺤﻤود ،اﺘﺤﺎد اﻝﺠﺎﻤﻌﺎت اﻝﻌرﺒﻴﺔ ،اﻻردن
ﻤﺤﻤد ﻋﺒد اﻝواﺤد ﻋﺼﻤﺎﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﻪ
ﻤﺤﻤد ﺸﺒﺎت ،اﻝﺠﺎﻤﻌﺔ اﻻﺴﻼﻤﻴﺔ -ﻏزة ،ﻓﻠﺴطﻴن
ﻤﺤﻤد ﺸﺒﻴر ،اﻝﺠﺎﻤﻌﺔ اﻻﺴﻼﻤﻴﺔ -ﻏزة ،ﻓﻠﺴطﻴن
ﻤﺤﻤد ﻋﺜﻤﺎن ،ﺠﺎﻤﻌﺔ ﻓﻴﻼدﻝﻔﻴﺎ ،اﻻردن
ﻤﺤﻤد ﻤرﻋﻲ اﻝﻌﻤﺎري ،ﺠﺎﻤﻌﺔ ﺒﻨﻐﺎزي ،ﻝﻴﺒﻴﺎ
ﻤﺤﻤد ﺤﺴﻴن ﻤﻨﻬل اﻝﻌﻴﺴﺎوي ،ﺠﺎﻤﻌﺔ اﻝﺒﺼرﻩ ،اﻝﻌراق
ﻤﺤﻤد ﻨﺒﻴل دﺒدوب ،ﺠﺎﻤﻌﺔ ﺒﻴرزﻴت ،ﻓﻠﺴطﻴن

ﻤﺤﻤود اﺒو ﻨﻌﺎج ،ﺠﺎﻤﻌﺔ ﻋﺠﻤﺎن ﻝﻠﻌﻠوم واﻝﺘﻜﻨوﻝوﺠﻴﺎ ،اﻻﻤﺎرات
ﻤﺤﻤود اﻝﻔﻴﺎض ،ﺠﺎﻤﻌﺔ اﻝﻘﺼﻴم ،اﻝﺴﻌودﻴﺔ
ﻤﺤﻤود اﻝوادي ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﻪ
ﻤرام اﻝﺴﻔﺎرﻴﻨﻲ ،ﺠﺎﻤﻌﺔ اﻝزرﻗﺎء ،اﻻردن
ﻤروان دروﻴش ،ﺠﺎﻤﻌﺔ اﻝﻘدس اﻝﻤﻔﺘوﺤﺔ ،ﻓﻠﺴطﻴن
ﻤروان ﺸﻤوط ،ﺠﺎﻤﻌﺔ اﻝﻤﻠك ﺴﻌود ،اﻝﺴﻌودﻴﻪ
ﻤﺴﻌود ﺸرﻴﻔﻲ ،ﺠﺎﻤﻌﺔ اﻝﺠزاﺌر ،اﻝﺠزاﺌر
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THE IMPACT OF INTERNAL SERVICE QUALITY DIMENSIONS ON STUDENTS'
SATISFACTION: A CASE STUDY OF THE ARAB ACADEMY FOR SCIENCE,
TECHNOLOGY AND MARITIME TRANSPORT (AASTMT)
Ahmed El Rawas and Niveen M. El Sagheir
College of Management and Technology
University Arab Academy for Science, Technology and Maritime Transport
Egypt
ABSTRACT –
Higher education in developing countries has serious quality problems. In order to change this scenario, it
is necessary to invest in quality systems and tools for improvement. The SERVQUAL scale is one of these
alternatives. It is used to measure the gap between quality expectations and perceptions in services making it
possible to establish action plans.
The late peter Drucker said literally that customer research is more important than market research;
customer is the core of the whole business process. The researcher had to look to the students as customers
of education.
Capitalizing on this, service quality enhancement will be a necessity not a luxury nor an option.
Continuous improvement will be the challenge after all through working on the service quality dimensions to
maximize the level of student’s satisfaction. We believe that student satisfaction is the clue for the success of
any educational institution; we are trying to prove this through the research
Working on the satisfaction of students is a great source of competitive advantage for any educational
institution this is not an easy mission, although ignoring the satisfaction of students will cost us a long term
disadvantage.
How shall we overcome these barriers that may hinder the enhancement of service quality to satisfy
students? This important question must be answered through our research. This research is just a start or
opening the gate for the continuous improvement of service quality to maximize the level of student
satisfaction
With the growth of private education sector in Egypt, we are trying through this dissertation (Case study
of AASTMT) to test the impact of service quality dimensions on students satisfaction.
Key words:
Service Quality, Higher education service, Quality Management, Student satisfaction.

I.
INTRODUCTION
There is no doubt that all the attempts to enhance the
performance of any organization cannot be done in
isolation from the customer satisfaction concept,
customer satisfaction in general is a measure of how
products and services supplied by a company meet
or surpass customer
expectation. It is seen as a key performance
indicator. In a competitive marketplace where
businesses compete for customers, customer
satisfaction is seen as a key differentiator and
increasingly has become a key element of business
strategy. There is a substantial body of empirical
literature that establishes the benefits of customer
satisfaction for firms. When it comes to education
and especially higher education students at the end
are considered customers who needs focus from all
the stakeholders in the Education process

In education, even if a definition of quality can be
formulated and agreed upon, devising a meaningful
assessment process is a monumental task. The
Egyptian higher education industry is facing
turbulent times. Lowering of entry barriers, the
advent of distance education, international
educational institutes ready to enter the country, the
huge growth in student numbers, internationalisation
of education, the need to reduce dependence on
government funding and increasing competitive
pressures have prompted a need to focus on quality
and customer service and the rise of a consumer
culture. However, quality in education services is
complex in its facets (as mentioned above), largely
undefined and unresearched. This paper endeavours
to fill the gap in the service quality literature by
reporting insights obtained in an extensive
exploratory investigation of quality in the education

1104

The Impact of Internal Service Quality Dimensions on Students' Satisfaction: A Case Study ….

sector. The research attempts to rectify the situation
with the research question “how do you define
service quality in the education sector?”, and the
research objective to explore the dimensions of
service quality in the context of the Egyptian Higher
education industry. As higher educational
institutions (HEI) tussle for competitive advantage
and high service quality, the evaluation of
educational service quality is essential to provide
motivation for and to give feedback on the
effectiveness
of
educational
plans
and
implementation. A set of service quality parameters,
drawn from students’ (defined as customers’)
perceptions about service quality as well as the
service quality literature have been drawn up. These
parameters have been used in the context of large
educational institute in Egypt to identify the
underlying dimensions of service quality. The
research involves the use of factors concerning
student services that are queried and surveyed using
the SERVQUAL methodology. Finally, the paper
has drawn upon the findings of the service quality
dimensions to contend the initiatives that
educational institutes can take to improve the
delivery of customer- perceived quality and increase
customer satisfaction and loyalty.
II.
Service quality
Service quality has been a frequently studied topic in
the service marketing literature. Efforts to
understand and identify service quality have been
undertaken in the last three decades. A topic of
particular interest in service quality research is the
issue of measurement. Following the introduction of
the SERVQUAL instrument (Parasuramanet al.,
1985), many scholars have attempted to replicate
and refute its structure and conceptualization
(Carman, 1990; Cronin and Taylor, 1992; Teas,
1993). Much of the research to date has focused on
measuring service quality using the SERVQUAL
instrument. Subsequently, research on the instrument
has been widely cited in the marketing literature and
its use in industry has become quite widespread
(Brown et al., 1993).The earlier work has advanced
our understanding of service quality measurement.
At the same time, one criticism of SERVQUAL has
been the point that the instrument mainly focuses on
the
service
delivery
process
(Gro¨nroos,
1990;Mangold and Babakus, 1991; Richard
andAllaway, 1993). However, it is also true that
there is no general agreement as to the nature or
content of the service quality dimensions (Brady
andCronin, 2001). Nevertheless, there is a general
perspective
that
service
quality
is
a
multidimensional or multi-attribute construct
(Cronin and Taylor, 1992; Gro¨nroos, 1990;
Parasuraman et al., 1985, 1988). That is, while the

contemporary studies on service quality seemingly
focused on the process of service delivery;
additional aspects to be considered have already
been suggested, especially by European scholars.
For example, the semantic differences in each
dimension notwithstanding, Gro¨nroos (1982, 1990)
and Lehtinen and Lehtinen (1982) noted that the
quality of a service as perceived by customers has
three dimensions: functional (or process) dimension,
technical (or outcome) dimension, and image.
Further, Richard and Allaway (1993) argued that
utilizing only functional quality attributes to explain
and/or Predict consumers’ behavior might be a mis
specification of service quality and have low
predictive validity. To this respect, Brady and
Cronin (2001) suggest that researchers generally
adopt one of two conceptualizations in their work,
the American or the European perspective.
Education is a service industry. It needs to adopt the
techniques in measuring the quality of its services
and the satisfaction of its customers. Service quality
also has become a predominant part advanced
organization’s strategic plan. Increasing attention
paid to service quality has resulted more progress
and profit in organizations. Higher education
possesses all the characteristics of service industry,
i.e, intangible, heterogeneous, inseparability,
variability, perishable, and the customer (student)
participates in the process. However, quality
measurement in higher education continues to be a
challenging issue. According to Lampley (1999),
the study was that the institution of higher education
has not yet established a proven, generally accepted
methodology for evaluating the quality of the
services they provide. A long list of successes in the
for profit sector has prompted institutions of higher
education to imitate the business model of
measuring service quality (Milakovich, 1995).
III. Higher Education Service
The quality of Higher education is fundamental to a
country’s development because universities are the
ones that prepare the professionals who will work as
managers in companies and manage public and
private resources and care for the health and
education of new generations. “Higher education
has been increasingly recognized as a service
industry and, as a sector, it must strive to identify the
expectations and needs of its clients, who are the
students” (MELLO, DUTRA and OLIVEIRA, 2001,
p. 130). According to Lovelock (2001), education
service is classified as a service with intangible
actions, directed towards the minds of people, with
continuous delivery, conducted through a
partnership between the service organization and its
client, and although it provides high personal
contact, there is low customization. The institutions
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must work to obtain a standard of quality that
exceeds client and/or student expectations and
needs, extrapolating the assessments from legal
demands (PEREIRA, 2004).
IV.
Quality Management
Quality management is a broad theme that
encompasses
every
sort
of
organization,
multinational or national, eastern or western, large or
small, services or manufacturing and public or
private (DELAZARO, 1998). According to Oliveira
(2004), its concept depends on the context in which
it is applied, in face of the subjectivity and
complexity of its meaning. Bateson (2001, p.363)
says “quality is generally considered an attribute in
consumer choices”. Quality in services can be
defined as a customer satisfaction index for any
service, and this satisfaction can be measured by any
criteria (SATOLLO et al., 2005). Quality in services
provides a competitive factor for continued
consumption, especially when intangibility relations
are tightened between quality and the services.
Responsibility and trust, two of the dimensions of
service quality grouped by Parasuraman, Zeithaml
and Berry (1985), generated by prior experience, are
important factors for determining perceived quality
by clients (ZANELLA, LIMA and LOPES, 2006).
Quality is judged according to perceived
satisfaction. According to Grönroos (2005, p.54),
perceived quality is determined "by the gap between
expected quality and experienced quality", that is, it
is the difference between client perceptions and
expectations. Satisfying the clients’ immediate and
explicit expectations should be sought in the short
term. However, in the mid and long term, it is
important to develop competences to achieve their
real needs, even those that are not explicit or are
unconscious (COELHO, 2004, p.37). According to
the same author, quality is only measured at the end
of the process, that is, when the service has been
concluded, and there is no way to change client
perception regarding the service received.
V.
SERVQUAL
According to Parasuraman, Zeithaml and Berry
(1985), regardless of the type of service, consumers
basically use the same criteria to assess quality.
Service quality is a general opinion the client forms
regarding its delivery, which is constituted by a
series of successful or unsuccessful experiences.
Managing gaps in service will help the company
improve its quality. But gaps are not the only means
clients use to judge a service. They can also use five
broad-based dimensions as judgment criteria:
reliability, tangibility, responsibility, security and
empathy (LOVELOCK, 2001). These dimensions
are briefly commented below (BATESON and
HOFFMAN, 2001; LOVELOCK, 2001):
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 Reliability: is the company reliable in providing
the service? Does it provide as promised?
Reliability reflects a company’s consistency and
certainty in terms of performance. Reliability is
the most important dimension for the consumer of
services;
 Tangibility: how are the service provider’s
physical installations, equipment, people and
communication material? Since there is no
physical element to be assessed in services, clients
often trust the tangible evidence that surrounds it
when making their assessment;
 Responsibility: are company employees helpful
and capable of providing fast service? It is
responsible for measuring company and employee
receptiveness towards clients;
 Security: are employees well-informed, educated,
competent and trustworthy?
 This dimension encompasses the company’s
competence, courtesy and precision; and
 Empathy: this is the capacity a person has to
experience another’s feelings. Does the service
company provide careful and personalized
attention? These elements clearly have a highly
subjective factor linked to the person who
perceives the service. In reality, according to
Kilbourne et al. (2004), every type of service can
have determining factors that are considered more
important than others, which will depend on
environment characteristics or type of activity.
Therefore, we can conclude that as for any business
or industry, customer satisfaction and retention is
one of the major key performance indicators in the
success of such organization same applied for higher
education institutions, students are the customers of
education, that’s the way we should perceive
students.
VI.
Service quality in higher education
One approach used in higher education for studying
student perceptions of quality is the service quality
approach. This comes from service marketing, a subdiscipline within the overall marketing domain
(Clewes, 2003). Quality from this point of view can
be defined as being a measure of how well the
service level delivered matches customer
expectations (Gro¨nroos, 1984; Parasuraman et al.,
1985). There is currently agreement in the field that
the trait that contributes most to determining the
sustainable long-term position of a company is the
opinion of its customers on the product or service
they receive. For customers, having a good opinion
of the company is necessary to satisfy all their needs
and expectations. Service quality can be a strategic
differentiating element for companies that are trying
to achieve it (Ruiz-Olalla, 2001). Of course
universities are different from other service
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companies and they have their particular
characteristics. Shostack (1977) emphasized the
importance of intangible attributes in the make-up of
the service product. For the author, teaching is one
of the most intangible services of all. Soutar and
McNeil (1996) explained how there has been little
attempt to approach the topic of quality assurance,
particularly important in the service industries, from
the student’s viewpoint. The marketing principle,
which suggests that corporate strategy should flow
from customer needs, has not been given much
credence in discussions on accountability in higher
education.
VII.
Service quality measurement
Much of the research of the measurement of service
quality within educational settings has been
influenced by the seminal work of Zeithaml et al.
(1990) based on the SERVQUAL model from which
a 22-item instrument for measuring customer
expectations and perceptions has been developed
along with five-quality dimensions: tangibility,
reliability, responsiveness, assurance, and empathy.
This methodology operates by means of identifying
“expectations” and “perceptions” with the aim of
closing the gap between the two. These can be
demonstrated in the following five dimensions in
relation to educational settings.
VIII.
Functional Aspect
1. Responsiveness
Institutions should be responsive to the shifting
needs of their customers (students) in providing
courses and training programmes that are relevant in
subject matter and teaching approaches. The
learning process is expected to be academically
rigorous yet flexible in areas pertaining to course
selection and assessment. With the advent of
technology, course design and delivery are expected
to be progressive, wherein the innovative and
spontaneous construction of knowledge should be
the by products (and process) of learning. Empathy:
It is sometimes a challenge for institutions to exceed
customer expectations and demands. For instance, a
shortage of teaching staff and the need for optimal
enrolments have seen an increase in class sizes,
stretching the teacher-student ratio. This has
implication on the level of individual attention and
empathy given to each student inside and outside
class. Further, when teachers are expected to assume
multiple roles including curriculum writing, standup teaching, mentoring, project supervising and
administrative responsibilities, the level of service
quality may become less standardized and desirable
over time.
2. Tangibility
The challenge for institutions is to ensure that
service specifications such as course content,

delivery and application meet the expectations of
their customers consistently. This is a precarious
concern as performance associated with these
“specifications” is highly context-driven based on a
variety of factors, sometimes beyond the control of
the actors involved. Learning experience and
orientation at large cannot entirely be evaluated by
grades alone; service performance should go beyond
tangible forms. In addition, learning objectives need
not necessarily lead to outcomes that are strictly
quantifiable. As some would argue, the relevance of
any course can only be evaluated years later when
knowledge and skills acquired by students are
usefully applied in professional contexts.
3. Reliability
Discrepancy between promise and delivery is largely
the result of inaccurate communication from
advertisements, road shows and exhibitions. Some
institutions tend to oversell their services, leading to
grand promises that misrepresent their actual
potential and academic readiness. For instance, one
of the most common strategies is the promotion of
facilities and support services, ranging from
“hardware” to “software “availability. Others boast
of their state-of-the-art technology used in
laboratories, computer systems and other learning
facilities. On the “software” front, common concerns
include the number of student clubs, activities,
counseling and medical facilities, and entertainment
outlets.
4. Assurance
Judgment of high- or low-service quality largely
depends on how the customers perceive the actual
performance based on their expectation. The level of
tolerance in service standards differs across all areas;
for instance, the more important the area, the smaller
the boundary of tolerance. Customers’ willingness to
modify expectation of service standards can be
appropriately managed through the availability of
choices. These should diversify the expectation
levels of customers in a way that the shortcomings
of one service can be offset by the strengths of
another.
Hence, from a holistic perspective of education,
support services and facilities should play an equal,
if not an even more important role, in contributing to
the overall of As in many other countries, the
Finnish HEIs are autonomous and therefore assume
responsibility for their own quality assurance. Each
institution builds its own quality assurance system,
sets objectives and selects the methods of quality
assurance. The Finnish Higher Education Evaluation
Council is responsible for the external evaluation
The external evaluation is based on the Standards
and Guidelines for Quality Assurance in the
European Higher Education Area (European
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Association for Quality Assurance in Higher
Education, 2005). Quality assurance must be taken
into account in the general conceptual framework to
evaluate the institutional performance, because
quality assurance is compulsory for HEIs.
IX.Image
Groonroos also emphasized the importance of
corporate image in the experience of service quality,
similar to the idea proposed by Lehtinen and
Lehtinen (1982). Customers bring their earlier
experiences and overall perceptions of a service firm
to each encounter because customers often have
continuous contacts with the same service firm
(Gro¨nroos, 2001). Therefore, the image concept
was introduced as yet another important component
in the perceived service quality model, so that the
dynamic aspect of the service perception process
was considered as well. A favorable and well-known
image is an asset for any firm because image has an
impact on customer perceptions of the
communication and operations of the firm in many
respects. If a service provider has a positive image in
the minds of customers, minor mistakes will be
forgiven. If mistakes often occur, however, the
image will be damaged. If a provider’s image is
negative, the impact of any mistake will often be
magnified in the customer’s mind. In a word, image
can be viewed as a filter in terms of a customer’s
perception of quality.
The construct of service quality as conceptualized in
the service marketing literature centers on perceived
quality, defined as a customer’s judgment about an
entity’s overall excellence or superiority (Zeithaml,
1987). While the SERVQUAL instrument has been
widely used, it has been subject to criticism
(Asubonteng et al., 1996; Buttle, 1996). Criticisms
include the use of difference scores, dimensionality,
applicability and the lack of validity of the model,
especially with respect to the dependence or
independence of the five main variables (Babakus
and Boller, 1992; Carman, 1990; Cronin and Taylor,
1992).
The criticism of note to this study is the point that
SERVQUAL focuses on the service delivery process
and does not address the service encounter outcomes
(Gro¨nroos, 1990; Mangold and Babakus, 1991). It
is interesting to note that the developers of
SERVQUAL initially suggested that service quality
consists of functional (process) and technical
(outcome) dimensions (Parasuraman et al., 1985).
However, the SERVQUAL instrument does not
include any measure of the technical quality
dimension. Essentially, technical quality has been
neglected in efforts to study and measure service
quality. Service quality dimensions Whereas service
quality is known to be based on multiple dimensions
(Gro¨nroos, 1982, 1990; Parasuraman et al., 1985),
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there is no general agreement as to the nature or
content of the dimensions (Brady and Cronin, 2001).
However, a review of the service quality studies to
date explicitly shows that European scholars have
exerted a great influence on the study of service
quality dimensions. That is, the contemporary
discussions on the dimensions of service quality
have been initiated by European scholars.
Lehtinen and Lehtinen (1982) defined service
quality in terms of physical quality, interactive
quality and corporate (image) quality. Physical
quality relates to the tangible aspects of the service.
Interactive quality involves the interactive nature of
services and refers to the two-way flow that occurs
between the customer and the service provider, or
his/her representative, including both automated and
animated interactions. Corporate quality refers to the
image attributed to a service provider by its current
and potential customers, as well as other publics.
They also suggest that when compared with the
other two quality dimensions, corporate quality
tended to be more stable over time. With the
suggestion that the “perceived service quality
model” replace the product features of a physical
product in the consumption of services, Gro¨nroos
(1982) identified two service quality dimensions, the
technical aspect (“what” service is provided) and the
functional aspect (“how” the service is provided).
The customers perceive what she receives as the
outcome of the process in which the resources are
used, i.e. the technical or outcome quality of the
process. But s/he also and often more importantly,
perceives how the process itself functions, i.e. the
functional or process quality dimension. For some
services the “what” (or technical quality) might be
difficult to evaluate. Accordingly, the current study
was undertaken in an effort to better understand the
nature of the dimension(s) of service quality based
on the European perspective and to provide some
insights regarding the perception of service quality
Our model is different than the European or the
American perspectives we considered our
circumstances and environmental factors. According
to the Egyptian culture image should be taken as a
crucial dimensions in service quality dimensions
therefore the researcher modified the model to the
following:
As the output of this model is customer satisfaction,
in our case students became the customers of
education, that’s why we will focus on the student
satisfaction.
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student satisfaction in strengthening integration,
involvement and retention. Literature on the higher
education sector that focuses on customer
satisfaction and service quality is limited compared
to the literature generated by business and industries
service sectors. In an era of high competition in
higher education and emphasis on customer
satisfaction, the business marketing sectors may
offer education sectors some concept and models for
understanding and improving customer (student)
satisfactions.
SERVQUAL approach offers potential to higher
education as it seeks to evaluate the effectiveness of
its service quality. It has been used and debated in
the literature, but the use to evaluate service quality
within higher education is limited. The use of
SERVQUAL in higher education setting not only
assists community of higher education to assess
student satisfactions within the service quality, but
also contribute to the literature on service quality in
higher education.
Service quality dimensions model in higher education
XI.

Student Satisfaction
Students are the customers for higher education
institutions. Student satisfaction need to be
identified as a significant contributor to persistence
and retention. In competitive market environment,
dissatisfied student are likely to drop-out or transfer
(Kerlin, 2000). A principle of TQM is customer
delight and planned satisfaction (Morley, 2003).
Students are no longer constructed as scholars to be
and industrial process. According to Morley (2003)
higher education is becoming more like the
hospitality industry. In quality context, student
services can be more linked to the market exchange
relation, rather than humanitarian commitment.
In the market culture, all student services can be
read as manipulative. For the higher education
industries, one of the factor contribute the students
satisfaction is a good quality services.
X. Conclusion
Pressures for improving the quality of the
educational experience and directive for assessment
drive educational leaders to demonstrate that they
are effectively providing services. One of the
prevalent measures of effectiveness is student
satisfaction. Student development standards such as
social and academic integration and involvement
have been supported as models that integrate
perspectives on the needs of students and the ability
of the institution to meet those needs and therefore
retain students. These standards essentially rely on

Research Variables and their
Operationalization
The variables of the study are as follows:
- The dependent variable: The dependent variable
of this study is the students’ satisfaction
- The independent variables: The independent
variables of this study are the service quality
dimensions which are the functional (Reliability,
assurance, tangible, empathy, responsiveness),
technical and image Lehtinen and Lehtinen (1982)
noted that the quality of a service as perceived by
customers has three dimensions: functional (or
process) dimension, technical (or outcome)
dimension, and image.
XII. Data collection
finalize their 11th week project. Secondary data
were obtained from the official administrations.
1. Reliability
Reference to elements that intervene in the training
process: Schedules, didactic materials, contents, size
of groups, academic services, curriculum structure,
elective subjects, attendance control, etc.
2. Responsiveness
Speed and quality of response from the institution
and the people who constitute it Agility in common
processes and attention to incidents
3. Assurance
Professionalism, Staff accomplishment of assigned
tasks. Teaching capacity, professional experience
and treatment by teachers. Accessibility and
friendliness of administrative staff, etc.
4. Empathy
Capacity of the center to understand student needs
and ability to give response to them. Flexibility of
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curricula, response to social demands, also ways for
student participation, complementary services
(alumni associations, etc.)
5. Tangible
Physical aspect of facilities: signs, comfort,
accessibility, spaciousness, functionality, cleanness,
etc.
XIII. Sampling Design
The study was performed to explore the student's
satisfaction at private higher education. The study
focuses on the variables that affect the student's
satisfaction directly through monitoring their
expectations & perceptions of service quality
overtime and the specific issues raised by the
findings, accordingly; the sampling frame of this
study is designed under three criteria: The studied
Questionnaires were collected by personal
interviews from selected respondents through April
to May, from 427 students 25 students were not
available as they were busy doing field studies to
finalize their 11th week project. Secondary data
were obtained from the official administrations.
1. Measurements
The five SERVQUAL dimensions were modified
and used to measure functional quality. Modification
of the instrument for different service settings is
supported by the developers of the instrument
(Parasuraman
et al.,1994). Following the
suggestions made by Parasuraman et al. (1994), only
the perceptions and not the expectations of
functional quality were measured, since the
measures were used to assess the influence of
functional quality on other constructs
2. Student's satisfaction:
The instrument to measure customer satisfaction was
adapted from the work of Oliver and Swan (1989).
Since the original items were developed for the
automobile buying experience, it was necessary to
modify the items to relate to educational services.
All three items were measured using 5 -point scales
anchored by “Strongly disagree” (1) and “Strongly
agree” (5). Meeting the expectations of students,
Satisfaction of the students within their decision in
selecting university ,Students’ feedback about the
university as whole through questions 46-53,except
for the following negative statements were measured
using 5 -point scales anchored by “Strongly
disagree” (5) and “Strongly agree” (1). Through
questions 46-53. “(1) The services have not worked
out as well as I thought it would(3) Sometimes I
have mixed feelings about keeping it.(5) If I could
do it over again, I’d choose a different university(6)
I feel bad about my decision to use this service.(7) I
am not happy that I used this service.”
3. Functional quality
The focus on functional quality attributes is referred
to as the American perspective of service quality.
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population entirely, includes all students registered
in the educational year of 2008. The studied
population is representing typically, the whole
educational sittings, fields, specializations and
locations. The international program of Sunderland
was excluded due to failure of meeting some of the
agreement conditions. By this logic the sampling
frame of study includes 5 main collages; the collage
of maritime transportation, the collage of
international transportation, the college of
engineering, the collage of computer sciences' and
business. The random systematic sample was
performed to select 5% from the studied sampling
frame. Hence; the sample of study consists of 452
students.
The functional aspect of quality is concerned with
(how the service is provided) It is crucial to assess
the functional aspect of quality as it is related to how
the process itself functions especially when we are
talking about a service like education.
1.1 Reliability
A Reliable system of education can't be achieved
without having standardized procedures for
acceptance and for graduation. Reliability here
means providing a system that you can depend on
and trust it. It was measured through dependency of
positive service, Consistency between subjects
which was measured by having students that had to
respond to five items were measured using5point
scales anchored by “Strongly disagree” (1)and
“Strongly agree” (5) through questions(1-5).
1.2 Responsiveness
Responsiveness Refers to how quick our responding
reaction, quick response from the admen, staffs other
stakeholders in the education process will improve
the satisfaction of students definitely. It was
measured through Willingness to help students from
different aspects (academic, administration),
Employees’ performance that was measured through
different aspects (courtesy, knowledge) by having
students respond to five items were measured using
5point scales anchored by “Strongly disagree”
(1)and “Strongly agree” (5) questions(6-11).
1.3 Assurance
Assurance generally is defined as a positive
declaration intended to give confidence, assurance
here meant be working on all factors that build the
bridges of confidence. It was measured through
Communications skills that was measured through
different aspects (personal interaction, information)
by having students respond to five items were
measured using 5point scales anchored by “Strongly
disagree” (1)and “Strongly agree” (5) questions(12-16).
1.4 Empathy
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Empathy in general in it’s the general term to
understand others needs, actually empathy is an
essential aspect in the functional quality, because
people in Egypt are very emotional and putting into
consideration their emotions will make a great
impact on the students satisfaction. It was measured
through Flexibility of the systems, Interactions
between employees and students by having students
respond to five items were measured using 5 point
scales anchored by “Strongly disagree” (1) and
“Strongly agree” (5) questions (17--21).
1.5 Tangibles
Education quality is mainly related to the facilities
provided like accommodations, sports centers,
restaurants and the general environment, how can
we provide a high quality education service without
the existence of facilities. It was measured through
having students respond to six items were measured
using 5 point scales anchored by “Strongly disagree”
(1) and “Strongly agree” (5) through questions (22-27). The European perspective suggests that service
quality considers two more components, technical
quality and image.
1.6 Image
Image might be exceptional here ,a lot of us may ask
why image is considered as a separate quality aspect
,this is due to emotional feedback from a lot of
parents and students the first question might be
asked about the university , what about its reputation
and other stuff like that ,putting all these together
made the image element as a university in the
process of evaluating and enhancing the quality of
education service. In a word image can be viewed as
a filter in terms of a consumer's perception of quality
Although there are different levels of image (e.g.
brand, product or company level) (Gro¨nroos, 1990)
.Image of the service provider was measured by
having students respond to ten items. Each item was
measured using a 5-point scale anchored by
“Strongly disagree” (1) and “Strongly agree” (5).
Which included Settings of the education process,
Reliability of the university, Societal role of the
university; Reputation of the university, Size of the
university. through questions (28-38).
1.7 Technical quality
The technical aspect of quality concerned with (what
service is provided), in education service. "What
service is provided" Is an essential question, we have
to evaluate the skills of students and evaluate the
acquiring of new skills by time all of these put the
technical quality as a cornerstone in the evaluation
of education service. When it comes to any service
,no way to excel in providing it without embedding
the technology in every single aspect of the service
provided, especially when it comes to service like
education that’s why we will find the technology

major partner in the names of all colleges in
AASTMT. No measures have been developed to
assess the technical quality of educational service
providers. Unlike the other service categories whose
outcome may not be easily discerned (e.g.
education), educational service users should be able
to easily discern the service outcome, measured by
having students respond to seven items were
measured using 5point scales anchored by “Strongly
disagree” (1)and “Strongly agree” (5) which
included Practical portion compared to theoretical,
Construction of the subjects from different aspects
.Quality of the staff and instructors, Visual aids
through questions
XIV. Reliability of SERVQUAL
Kang et al., (2002) stated that SERVQUAL has
potential as a reliable measurement instrument. The
result of his indicate that the SERQUAL is
multidimensional which support the usefulness of
the perception subscale as a robust measure of
service quality. Meanwhile, the usefulness of the
expectation subscale would also be helpful in future
comparison of service quality. The multiple
dimensions of service quality are captured in the
SERVQUAL instrument, which is an effective tool
for surveying customer satisfaction that is based on
the service quality gap model (Fitzsimmons, 2004).
The SERVQUAL instrument clearly captures more
subtle quality indicators in multidimensional way
which are tangible, responsiveness, reliability and
empathy as well as the overall factor of service
quality. Therefore, this instrument will able to focus
quality improvement effort where they are most
needed.
XV. Validity of SERVQUAL
There has been a number of studies applying
SERVQUAL in public sector that report the
successful application and reliability of scale. For
examples in (healthcare Youseff et al., 1996;
information system Dyke,1999; Local Authority
Brysland and Curry, 2000; education Long, 1999;
Lampley, 1999; Kerlin, 2000; Greiner, 2000;
Hadikoemoro, 2001; Avdjieva, 2002; Wever, 2002;
Ham, 2003; LaBay, 2003; Grammil, 2004; Brown,
2006; Markovic, 2006; Broadnurst, 2006).
SERVQUAL has been use successfully in higher
education research. According to Ham, (2003)
SERVQUAL has been administered by researchers
investigating service quality in various industries
including higher education by assessing expectations
and perceptions with various determinants of service
quality. Therefore, SERQUAL instrument which is
developed by Parasuraman et al., (1988) has been
proven to be a valid instrument or measuring service
quality.
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0.811, 0.836, 0.785, 0.719, 0.804 which revealed the
XVI. Reliability Assessment
Alpha Chronbach coefficient was applied to estimate reliability and the internal consistency between the
the reliability of studied variables, and the results selected sub-dimensions of the studied variables.
showed that alpha values was 0.816, 0.724, 0.793,
Table (3.2) Reliability Assessment
Variable
Alpha Chronbach
Student's satisfaction
0.816
Reliability
0.724
Responsiveness
0.793
Assurance
0.811
Empathy
0.836
Tangible
0.785
Technical teach method
0.719
Image
0.804
(Note that a reliability coefficient of .70 or higher is considered "acceptable" in most social science research
situations).
 Nunnally, J. C. (1978). Psychometric theory (2nd ed.). New York: McGraw-Hill.
 Allen, M.J., & Yen, W. M. (2002). Introduction to Measurement Theory. Long Grove, IL: Waveland
Press.
XVIII. Descriptive analysis (frequencies and
percentages)
Descriptive statistics are used to describe the basic
features of the data in a study. They provide simple
summaries about the sample and the measures.
Together with simple distribution, they form the
basis of virtually every quantitative analysis of data.

XVII. Student's satisfaction
Customer satisfaction in general is a measure of how
products and services supplied by a company meet
or surpass customer expectation. It is seen as a key
performance indicator. Customer satisfaction is seen
as a key differentiator and increasingly has become a
key element of business strategy. Looking to
students as customers is the driver to work on their
satisfaction and therefore this will lead to enhance
the quality of the education process as a whole

Table (4.1) Descriptive frequency of student's satisfaction
Student's satisfaction
frequency
Low (lowest than 26)
131
Moderate (26-32)
213
High (Highest than 32)
83
Total
427
As figured at table (4.1) the descriptive frequency of
the student's satisfaction was classified as follows:
131 students represented 31% of the studied sample
have a low level of satisfaction, whereas 213
students represented 50% of the indicated a
moderate level of satisfaction and 83 students
represented 19% of the examined sample have a
high level of satisfaction.

Percent
31
50
19
100

1. Reliability
Providing a reliable product is one of the major
objectives in any organization, when it comes to
service this objective transformed into being a
reliable service provider, in case of education this is
not a luxurious objective it is a necessity, if you are
not reliable as a university how can I trust you as a
student, this is cannot be achieved without having
standardized procedures for acceptance and for
graduation

Table (4.2) Descriptive frequency of reliability
Reliability

Frequency
100
133
194
427

Low (lowest than 15)
Moderate (15-20)
High (Highest than 20)
Total
1112

percent
23.5
31
45.5
100
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As demonstrated at table (4.2) the descriptive
frequency of the reliability was classified as follows:
100 students represented 23.5% of the studied
sample determined a low level of reliability, while
133 students represented 31% of the stated a
moderate level of reliability and 194 students
represented 45.5% of the examined sample
concluded a high level of reliability.
2. Responsiveness

Responsiveness refers to how quick our responding
reaction, actually how dynamic is any organization
is one of the major dimensions that this organization
providing a good service ,when it comes to
education with the new era of knowledge and the
communication, everyday we have new update and
the change is very rapid so the education system
must cope with all these factors in order to provide a
satisfactory service , the static system of education is
obsolete ,Dynamic system and responsiveness is the
clue to provide a satisfactory education service.

Table (4.3) Descriptive frequency of responsiveness
Responsiveness
Frequency
Low (lowest than 19)
103
Moderate (19-24)
225
High (Highest than 24)
99
Total
427
As displayed at table (4.3) the descriptive frequency
of the responsiveness was classified as follows: 103
students represented 24% of the studied sample
declared a low level of responsiveness, whereas 225
students represented 53% of the verified a moderate
level of responsiveness and 99 students represented
23% of the examined sample proved a high level of
responsiveness.

percent
24
53
23
100

3. Assurance
Assurance in general term is defined as a positive
declaration intended to give confidence, so when it
comes to education and especially higher education
,the assurance concept is essential ,the outcome of
the assurance is confidence, if we lose the
confidence we lose the credibility and the system as
a whole.

Table (4.4) Descriptive frequency of assurance
Assurance
Frequency
percent
Low (lowest than 17)
86
20
Moderate (17-21)
285
67
High (Highest than 21)
56
13
Total
427
100
4. Empathy
As figured at table (4.4) the descriptive frequency of Empathy in its general term is the capability to
the assurance was classified as follows: 86 students understand others needs or to put you in the shoes of
represented 20% of the studied sample confirmed a others, switching roles is essential to understand
low level of assurance, whereas 285 students each other, being emotional is very critical
represented 67% of the decided a moderate level of especially when we are talking about country like
assurance and 56 students represented 13% of the Egypt ,people in Egypt are very emotional and
examined sample established a high level of considering their feelings ,their occasions, for
example exams in Ramadan could be not accepted,
assurance.
we have to consider the special circumstances that
could happen to any student

Table (4.5) Descriptive frequency of empathy
Empathy
Low (lowest than 14)
Moderate (14-19)
High (Highest than 19)
Total

1113

Frequency
71
242
114
427

percent
16
57
27
100
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As figured at table (4.5) the descriptive frequency of
the empathy was classified as follows: 71 students
represented 16% of the studied sample established a
low level of empathy, while 242 students
represented 57% of the confirmed a moderate level
of empathy and114 students represented 27% of the
examined sample determined a high level of
empathy.
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The tangibles dimension of service quality seems to
be more important in the case of higher education.
The quality and quantity of equipment and facilities
such as workshops, laboratories, and library,
computer and information systems play a key role in
the learning as well as the teaching processes.
Support facilities like accommodation, sports
centers, restaurants, and the general environment
should also be included in this dimension.

5. Tangibility
Table (4.6) Descriptive frequency of tangible
tangible
frequency
percent
Low (lowest than 16)
30
7
Moderate (16-24)
272
64
High (Highest than 24)
125
29
Total
427
100
As profiled at table (4.6) the descriptive frequency societies, technology has helped develop more
of the tangible was classified as follows: 30 students advanced economies ,technology is the cornerstone
represented 7% of the studied sample concluded a in the education process, the more the role of the
low level of tangible, whereas 272 students technology the more advanced is the education
represented 64% of the declared a moderate level of process ,for that reason you will find technology is a
tangible and 125 students represented 29% of the major partner in all colleges, in the undergraduate
college of management and technology ,college of
examined sample stated a high level of tangible.
engineering and technology and even in
6. Technical teach method
postgraduate studies we have Techno MBA for
Technology has affected society and its example.
surroundings in a number of ways. In many
Table (4.7) Descriptive frequency of technical teach method
technical teach method
frequency
percent
Low (lowest than 37
65
15
Moderate (37-51)
212
50
High (Highest than 51)
125
35
Total
427
100
As demonstrated at table (4.7) the descriptive 7. Image
frequency of the technical teach method was Image in general term is referring to the opinion or
classified as follows: 65 students represented 15% of concept of something that is held by the public.
the studied sample proved a low level of technical Image is one the major drivers in students
teach method, whereas 212 students represented satisfaction ,in all my interviews when I ask any
50% of the verified a moderate level of technical student why do you want to join our university,
teach method and 125 students represented 35% of image is the answer that’s why we have to keep and
the examined sample established a high level of invest in the image of the university, finally image is
technical teach method.
a reflection for all our efforts in the university at all
levels.
Table (4.8) Descriptive frequency of image
classification
frequency
Low (lowest than 19)
29
Moderate (19-25)
172
High (Highest than 25)
226
Total
427
As figured at table (4.8) the descriptive frequency of
the image was classified as follows: 29 students
represented 7% of the studied sample indicated a
low level of image, whereas 172 students

percent
7
40
53
100

represented 40% of the specified a moderate level of
image and 226 students represented 53% of the
examined sample decided a high level of image.
8. Correlation Matrix
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The Pearson's r correlation coefficient was applied to
investigate the relationship between the student's
satisfaction and studied independent variables. As
figured at table (4.9) the relationships between
student's satisfaction and reliability, empathy,
tangible and image were positive and significant at
0.01 level whereas r Pearson values were 0.326,
0.408, 0.381 and 0.362 respectively. And

relationship between student's satisfaction and
assurance was positive and significant at 0.05 level
whereas r Pearson value was 0.116. Finally the
relationships between student's satisfaction and
responsiveness and technical teach method were not
significant while r Pearson values were 0.041 and
0.094 respectively.

Table (4.9) The relationship between the student's satisfaction and independent variables
Variable
r pearson value
Sig.
X1 reliability
0.326**
0.000
X2 responsiveness
0.041
0.400
X3 assurance
0.116*
0.017
X4 empathy
0.408**
0.000
X5 tangible
0.381**
0.000
X6 technical teach method
0.094
0.053
X7 image
0.362**
0.000
** correlation is significant at the 0.01 level
* correlation is significant at the 0.05 level
The construct of service quality as conceptualized in
the service marketing literature centers on perceived
quality, defined as a consumer’s judgment about an
entity’s overall excellence or superiority (Zeithaml,
1987). Whereas service quality is known to be based
on multiple dimensions (Gro¨nroos, 1982, 1990;
Parasuraman et al., 1985), there is no general
agreement as to the nature or content of the
dimensions (Brady and Cronin, 2001). The results
mentioned before are reflecting the essential roles of
reliability, assurance, empathy, tangible and image
into the student's satisfaction. According to the

statistical significant of those variables; the first
hypothesis was partially rejected.
9. Multiple linear regression
Multiple linear regression was conducted to predict
the explained variance of the student's satisfaction
(dependent variable) based on some predictors
(independent variables). As showed in table (4.10)
multiple correlation coefficient was 0.580 and F
value 30.411 and it's significant at 0.01and R square
value was 0.337 meaning that the studied
independent variables explain about 34% from the
variance of student's satisfaction (as dependent
variable).

Table (4.10) Multiple linear regression results
Variable
Beta
t value
X1 reliability
0.216
3.425
X2 responsiveness
0.042
1.907
X3 assurance
0.114
0.430
X4 empathy
0.339
7.227
X5 tangible
0.318
4.861
X6 technical teach method
0.091
1.279
X7 image
0.289
5.101
F = 30.411
Multiple correlation coefficient = 0.580
R square = 0.337
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Sig.
0.021
0.057
0.668
0.000
0.000
0.202
0.000
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As figured at table (4.10) the standardized
coefficients (Beta) of empathy, tangible and image
were positive and significant at 0.01 level whereas t
values were 7.227, 4.861 and 5.101 respectively.
The standardized coefficient (Beta) of reliability was
positive and significant at 0.05 level, whereas t value
was 3.425. Finally the he standardized coefficients
(Beta) of responsiveness and technical teach method
were not significant at 0.05 level while t value was
1.907 and 1.279 respectively.
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10. Stepwise multiple linear regression
Stepwise regression model yielded a reduced
equation containing 4 variables and explains 33%
from the variance of student's satisfaction (as
dependent variable) and the three variables were
excluded from the equation (responsiveness,
assurance and technical teach method). Table (4.11)
clarified that multiple correlation coefficient was
0.573 and F value 51.685 and it's significant at 0.01,
R square value was 0.329 which means that the
empathy, tangible , image and reliability (as
independent variables) explain 33% from the
variance of student's satisfaction (as dependent
variable).
Table (4.11) The stepwise multiple regression analysis
Independent Variables
Beta
T value
Sig.
R square
change
accumulation
X4 empathy
0.382
8.991
0.000
0.166
0.166
X5 tangible
0.249
5.546
0.003
0.104
0.270
X7 image
0.241
5.482
0.008
0.040
0.310
X1 reliability
0.145
3.404
0.021
0.019
0.329
F = 51.685
Multiple correlation coefficient = 0.580
service quality dimensions and their impact on
The independent variables were ranked as follows: students' satisfaction. However, once here it is the
firstly the empathy alone explains about 17% of the quality of the teaching and learning experience that
variance in the dependent variable and tangible is of importance. To sum it up the researcher is
variable explains about 10% % of the variance of concluding that the following points must be taken
student's satisfaction (as dependent variable). into consideration: Education is a service unlike any
Thirdly the image explains about 4% of the variance normal service; it contains a lot of details and
in the dependent variable and fourthly reliability sophistications that must be handled carefully.
variable explains about 2% % of the variance of  To enhance the education service quality wise
we have to work on the service quality
student's satisfaction (as dependent variable. Starting
dimensions simulatanously, any deviation in any
with the proposition that service quality is
dimension may cause a negative on the overall
multidimensional, it is possible to develop a
quality
framework to illustrate the structure of service
quality. These results are illustrating the  Student satisfaction is the clue to the success of
any organization working in the education
fundamental effect of empathy, tangible, image and
service
reliability to the student's satisfaction. According to
the explained variance of those predictors; the  We have to look to the student satisfaction as an
opportunity that we have to seize it, satisfying
second hypothesis was partially rejected.Universities
the student will have a postive reflection on the
world-wide are now competing for students both
whole education process.
nationally and internationally. In order to recruit and
retain students they should aim to enhance student
satisfaction and reduce student dissatisfaction. This
XVIII. Recommendations
can only be achieved if all the services that Basically higher education system is consdiered as
contribute to “academic life” are delivered to a one of the major competnecies of nations , simply it
suitable standard. The students are the sole judges of is the beginning of the story , if Egypt have a high
whether or not this has been achieved therefore level of quality in the higher eduaction sector this
student satisfaction surveys should be undertaken on will be reflected on the level of graduates , for
a regular basis and a university’s service offering example Egypt is considered on of the best call
adapted accordingly. The results of these surveys centers providers worldwide , we couldn’t acheive
and the correlations developed from their analysis this without having calibers who are graduated from
result in a number of conclusions that are relevant the higher education system, as we see in this case
for AASTMT faculty members and administrators higher education system output is reflected on
alike. These results highlight the effectiveness of foriegn direct investment and job creation as well,
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therefore higher education reform is the starting
point of the macro economy reform,on this research,
The researcher is focusing on student satisfaction as
of the key success indicitors and recommends the
following:
XIX. Limitations of study
As with any study, several limitations should be
noted: Limitations and directions for further
research.
By
confirming
the
European
conceptualization of service quality, this study has
implications for future research. First, the current
study adapted the SERVQUAL instrument to
measure functional quality. The five sub-dimensions
of the instrument did a good job of assessing the
service delivery process. It is reasonable to consider,
however, that there are other sub-dimensions of
service delivery that should be assessed as part of an
organization's functional quality. Future research
should consider the differential influence of
functional and technical qualities with respect to
different service offerings. Some services are very
difficult to assess due to high credence properties,
while others are easy to assess based on experience
and search properties. Additional work should
compare the relative influence of functional and
technical qualities for different types of services.
Third,the current study focused on one service
sector. Limiting the study to a single sector did
eliminate problems associated with the effects of
industry differences.
Future research should
consider other services in order to ascertain the
generalizability of the results presented with the
current study.
The independent variables were ranked as follows:
firstly the empathy alone explains about 17% of the
variance in the dependent variable and tangible
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OUTPUT IN THE LIGHT OF QUALITY MANAGEMENT CONCEPTS: The Case of
AASTMT
Niveen M. El Sagheir and Ahmed El Rawas
College of Management and Technology
University Arab Academy for Science, Technology and Maritime Transport
Egypt

-

In this study, the reasons for the existence of a gap between the higher education output and
the labor market needs and requirements has been examined, by trying to improve the higher education
inputs which, in turn, include four main factors: staff members, students, course contents, and the facilities.
An integrated model was designed including 18 main elements in the four factors of inputs in the light of
quality management concept.

ABSTRACT

The existing gap was proved by the information gathered through the exploratory study at hand and the
increasing number of the unemployment rate in the Egyptian economy in the last few years was identified.
A case study was done at the Arab Academy for Science, Technology, & Maritime Transport, (Colleges of
Management and Technology), in both Alexandria and Cairo branches. Two questionnaires were developed
and used - the first one directed toward the academic staff member opinions about the quality of higher
education within the collages and the second aimed to reveal students’ opinions about the quality of higher
education in the Colleges of Management and Technology.
The data using questionnaires was further analyzed and comparisons were drawn between the opinions of
the staff members and those of the students at the College of Management and Technology, AASTMT,
using the analysis of variance (ANOVA) test to reveal if there is a significant difference between the
responses of the staff members and students in the three branches. Also multiple comparisons between the
three branches were made using the least square difference method (LSD) to find which branch has the
most discrepancies.
The findings of this study showed that the four hypotheses were proved to be positive; this means that there
is a significant relationship between the quality of staff members, course content, students and facilities and
higher educational output at the College of Management and Technology, AASTMT. The study discusses
the weak points in each branch after analyzing the questionnaires which reflect the opinions of the staff
members and students in each branch. This is done to improve the weak points in each branch. General
recommendations for this particular institution were explained: 18 elements were stated and used to
construct the integrated model which is the contribution of this study.
Key words: HIGHER EDUCATION, Quality Management, Education Process
I.

In this study, the researcher examines the reasons
accounting for the existence of a huge gap between
the higher education output and the labor market
needs or requirements in Egypt, and how far this
phenomenon is manifested in the increase of
unemployment rate.
The study is proposed to examine the quality issue
in higher education from the marketing
perspective; that is, to understand the customers’
needs by means of their perception of quality. The
main aim of the study is to assess the quality
attributes of higher education from students’ and
faculty members’ perspectives. The study then
classifies these quality attributes using the Input–
Process–Output framework.

INTRODUCTION

Higher education currently places greater emphasis
on meeting student's expectations and needs. As
universities continue to become more studentoriented, learners’ perceptions of higher
educational facilities and services are becoming
more important (Anci DT, 2006). Universities, in
particular, represent one of the fundamental
supports that contemporary societies depend on in
order for them to realize social and economic
development in the most comprehensive manner.
The role of universities, in the present era, has
been concluded with the speed of scientific
discoveries
and
technological
innovations
hastening that is the matter which has a massive
effect on labor market’s requirements (Anci DT,
2006).

The researcher developed the following hypotheses
as probable causes for the observed phenomenon:
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fighting situations. In the context of higher
education, due to the intangible nature of their
processes, there is considerable discussion on the
notions of educational quality (Green, 1994 and
Harvey, 1995a). Fincher (1994) describes how
quality perspectives have evolved in higher
education over the years by going through a shift
from experience to technique to style and finally to
process.
Neves and Nakhai (1993) describe the basic tenets
of TQM as follows. Some of the basic tenets of
TQM are long-term perspective, customer focus,
top management commitment, systems thinking,
providing training and tools in quality, increased
employee participation, development of a
measurement and reporting system, improved
communication between management and labor,
and continuous improvement. Johnston (1996)
argues how these get addressed when there is
quality in teaching. Owlia and Aspinwall (1996),
in their survey, have reiterated that economic and
legislative forces are pushing higher education into
a new environment and in such an environment
adopting TQM is a “natural” phenomenon. In
higher education, TQM is considered as a processoriented approach to increasing productivity,
decreasing costs and improving quality of service
(Johnson, 1993). From the theories of TQM, one
can conclude that it stresses teamwork, finding
better ways to do things, sharing responsibility and
dramatically improving institutional cultures, all of
which fall well in line with the value set of many
modern universities and their faculties.
Motwani (1995) explained that educational
institutions have started to feel the pressure to
change and reform. Furthermore, there is a belief
that academic institutions that are slow to embrace
TQM, at best, miss the opportunity to lead change
and, at worst, run the risk of becoming less
relevant to the business world.

• There is a significant relationship between the
quality of the academic staff members (First
independent variable) and the quality of higher
educational output (dependant variable) in the
College of Management and Technology,
AASTMT.
• There is a significant relationship between the
quality of the course content (second
Independent variable) and the quality of higher
educational output (dependant variable) in the
College of Management and Technology,
AASTMT.
• There is a significant relationship between the
quality of the students (third dependant
variable) and the quality of higher educational
output (dependant variable) in the College of
Management and Technology, AASTMT.
• There is a significant relationship between the
quality of facilities (fourth independent
variable) and the quality of higher educational
output (dependant variable) in the College of
Management and Technology, AASTMT.
The researcher analyzes the data collected using
the questionnaires by drawing comparisons
between the opinions of the staff members and
students at the College of Management and
Technology using the analysis of variance
(ANOVA) test to test if there is a significance
difference between the mean response of the staff
members and students in the three branches. Also
the researcher uses the multiple comparisons
between each two branches by using the least
square difference method (LSD) to find which
branch is the source of difference.
II.

History of Quality Management in
Higher Education

There are various well-known definitions of
quality. Crosby (1979) defines quality as
conformance to requirement while Juran and
Gryna (1980) define quality as fitness for use.
Deming's (1986) defines quality as a predictable
degree of uniformity and dependability at low cost
and suited to the market is more towards quality in
operation. Many organizations found that the old
definition of quality, “the degree of conformance
to a standard”, is too narrow and consequently
have started to use a new definition of quality in
terms of “customer focus”. It is reported that many
companies had initially concentrated all their
efforts on improving internal processes with little
or no regard for the relationships between those
processes and the organization's ultimate
customers (Brigham, 1993). This failure to include
the customer focus had resulted in companies
struggling hard to survive and resorting to fire-

III.

Barriers
to
Implement
Quality
Management in Higher Education
Many researchers from higher educational
institutions are still skeptical about adopting TQM
in education (Kohn, 1993). Kohn has pointed out
that one should differentiate between education
and business. He has expressed his concerns in the
usage of metaphors by researchers while
comparing education with industry. He emphasizes
that in higher education, achieving high grades as a
measure of success in implementing TQM is a
major misunderstanding of the principles of TQM.
Therefore the following barriers are important to
bear in mind:
The first major barrier for the application of TQM
in education is the misinterpretation of TQM
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considerations, TQM may not yield the expected
benefits within a specific time frame.

philosophy and the lack of understanding the
processes that are different in education as
compared to industry. This could be due to lack of
the necessary knowledge about TQM.
Another barrier to both industry and education in
implementing TQM is lack of proper leadership
(Brigham, 1993). Leaders should be able to set
viable corporate vision and be willing to initiate
change and provide the resources needed for team
efforts directed towards achieving the vision.
Senior management may want the results, which
TQM can bring but may not be backing it
wholeheartedly. TQM should be embraced as a
strategy by the top management and they should
get visibly and explicitly committed to its
philosophy.
A third barrier could be employees' resistance to
change. In the case of higher education, most of
the employees are predominantly professionals
who by tradition expect autonomy and academic
freedom. Academic staff may not like being asked
to rethink their teaching styles (Blankstein, 1996).
Educational professionals may be more devoted to
teaching than to TQM. Further, it is a common
belief that TQM adds unnecessary layers of
bureaucracy (Sebastianell and Tamini, 1998)
which is not a preferred domain amongst academic
professionals. Hence, it may not be possible for
them to adopt TQM principles in a short span of
time.
Fourth, in higher education, poor curriculum
design could lead to quality failure. There could be
unsuitable academic systems and procedures that
serve as a bottleneck while imposing changes in
curriculum or course delivery (Kohn, 1993). Kohn
feels that much of TQM implementation in
education fails to address the fundamental
questions about learning and more specifically
whether the curriculum is engaging in the relevant
learning processes. Further, with TQM, there could
be too much of documentation of processes, which
consumes time and effort.
A fifth barrier for TQM in education could be the
lack of sufficient funds and resources. TQM
involves a paradigm shift in the mindset of the
entire organization. This can be achieved through
systematic and strategic training of all the
employees. The educational organization may not
have the required expertise to train the staff and
may look for external consultants for training,
especially to suit the requirements of education.
Hence, TQM involves high cost, effort and time
(Koch and Fisher, 1998). Since educational
institutions predominantly receive funds from the
government, TQM may lead to overshooting of
costs. With such immense financial and resource

Finally, in industry, it is easy to measure, monitor
and improve product characteristics as compared to
the situation in higher education. In higher
education, service quality deals with people, the
time of delivery, intangibility (learning process is
subtle to be measured) and difficulty in measuring
successful output and productivity in a quality
audit (Harvey, 1995b Yorke, 1997 and Owlia and
Aspinwall, 1998). It is definitely not easy to
measure academic processes due to the
involvement of numerous intangible factors.
Hence, suitable models need to be adapted to
measure quality in higher education
IV.

Quality of the Academic Staff Member
in Higher Education

Louden (2000) believes that in order to enhance
the teaching quality of instructors, it is essential
that instructors know what factors and criteria are
closely related to the professional development of
an instructor. These factors have been studied from
different perspectives. From the perspective of
instructors' behavior, some believe that the
following five behavior characteristics can be used
to measure the teaching performance of instructors:
1. Clarity of lecture.
2. Vividness of teaching material
3. Enthusiasm of instructors
4. Methodical course arrangement.
5. Willingness to help students in their
studies and self-development
From the perspective of quality management, Lock
et al. (1998) believe that a set of excellent teaching
provisions should have:
• Clear institutional aims and curricular content.
• Good preparation/structuring by the instructor,
and active involvement from the students.
• The institution's concern about the overall
effectiveness of administrative and management
structures.
From the perspective of teaching, Rueda (2002)
believes that qualified instructors should be able to
upgrade students' capability effectively, enhance
their knowledge and skills, improve their behavior
and attitude, and encourage them to make
contributions to the organizational goal. From the
perspective of learning scenario design, Bonk and
Cummings (1998) believe that instructors should
attach importance to the following factors:
• Students' perception
• Their motivation and sensibility
• Development in the society
• Individual differences
Kekkonenoneta and Moneta (2002) also found that
prudent design of course and interaction between
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based upon facts rather than “gut feelings” is
essential to continuous improvement (Kanji and
Tambi, 1999).

the instructors and the students can effectively
enhance the learning outcomes. Honore (2003)
believes that, besides the course design and the
interaction between the instructors and the
students, the personal needs of the students and the
professional skills of the instructors will also
greatly affect the learning outcomes.
V.

VI.

Research methodology

The population of the study is the students and the
staff members at the College of Management and
Technology, at the Arab Academy for Science,
Technology, & Maritime Transport. A case study
will be done on the students (i.e., customers) and
faculty members (i.e., service providers) of the
College of Management and Technology in the
two Cairo branches of Sheraton, Dokki and as well
as Alexandria’s branch. A stratified sampling
method was chosen by the researcher because it
categories the sample into separate “strata”. Each
stratum is then sampled as an independent subpopulation, out of which individual elements can
be randomly selected

Quality of Students in Higher Education

One prominent interpretation of the “student as
customer” concept is that it has developed
within the wider context of changes to the
ways in which higher education institutions are
funded and managed Deem (2004) and has its
origins in the Total Quality Management
(TQM) movement. TQM originated in
manufacturing; however the mechanistic
standardized production emphasis inherent in
the movement causes considerable discomfort
when applied to education (Lagrosen et al.,
2004). The application of TQM principles to
higher education was seen as a way of making
the sector more relevant and responsive to the
needs of employers and other sectors of
society
including
funding
agencies
(Cruickshank, 2003).
The basic principles of TQM as applied to
higher education are as follows:

The researcher uses a readymade questionnaire
with the sample of students. (Firdaus, 2006)
proposed
HEdPERF
(Higher
Education
Performance-only),
a
new
and
more
comprehensive performance-based measuring
scale that attempts to capture the authentic
determinants of service quality within the higher
education sector. The 36-item instrument has been
empirically tested for unidimensionality, reliability
and validity using both exploratory and
confirmatory factor analysis, The second
questionnaire used for staff members is also a
readymade questionnaire. It was tested and used by
(Ibrahim, 2005) in her study "The expected role of
the education members to implement the quality
system in Egyptian higher academic education".

• Delight the customer: Delight means being best

at what matters most to customers, and this
changes over time. Being in touch with these
changes and delighting the customer now and in
the future is an integral part of TQM.
(Cruickshank, 2003).
• People-based management: Knowing what to
do, how to do it, and getting feedback on
performance is one way of encouraging people
to take responsibility for the quality of their
work. Involvement and commitment to
customer satisfaction are ways to generate this.
(Cruickshank, 2003).
• Continuous
improvement:
Continuous
improvement or incremental change, not major
breakthroughs, is the aim of all who wish to
move towards total quality. (Cruickshank,
2003).
• Management by fact: Knowing the current
performance levels of the products or services
in the customers' hands and of all employees is
the first stage of being able to improve.
Management must have the facts necessary to
manage business at all levels. “Giving that
information to people so that decisions are

VII.

STATISTICAL ANALYSIS

Analysis of the Staff Members Questionnaire
Starting by the analysis of the first questionnaire
dealing with the staff member's opinions, it is
divided into four parts which cover the main four
inputs of the higher education process including
questions related to quality of staff members,
students, course content and facilities.
First part, quality of staff members:
The first part in the questionnaire deals with the
quality of staff members in the College of
Management and Technology. There are five main
questions in this part.
Table (6) Analysis of variance for the three
branches towards the opinion of staff members in
the quality of staff members.
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ANOVA
Qsm

Between Groups
Within Groups
Total

Sum of
Squares
4.209
29.791
34.000

df
2
95
97

Mean Square
2.105
.314

F
6.711

Sig.
.002

Table (7) multiple comparisons between the three branches towards the opinion of
staff members in the quality of staff members.
Multiple Comparisons
Dependent Variable: Qsm
LSD

(I) Type
Sheraton-Staff
Dokki-Staff
Alex-Staff

(J) Type
Dokki-Staff
Alex-Staff
Sheraton-Staff
Alex-Staff
Sheraton-Staff
Dokki-Staff

Mean
Difference
(I-J)
Std. Error
-.05632
.14583
-.44872*
.13599
.05632
.14583
-.39240*
.13731
.44872*
.13599
.39240*
.13731

Sig.
.700
.001
.700
.005
.001
.005

95% Confidence Interval
Lower Bound Upper Bound
-.3458
.2332
-.7187
-.1787
-.2332
.3458
-.6650
-.1198
.1787
.7187
.1198
.6650

*. The mean difference is significant at the .05 level.

A comparison is drawn between the opinion of the
staff members in the three branches with respect to
their options towards the questions which affect the
quality of staff members in the College of
Management and Technology, AASTMT. This is
done by using the analysis of variance (ANOVA)
test to test if there is a significant difference between
that mean response of the staff members towards
these questions in the three branches or not or in
other words we need to test Ho: µs=µd= µa there is
no significance difference (null hypothesis) against
(alternative hypothesis) H1: at least one of the mean
response differ than the others.
• Fcal= 6.711 and its P-value= 0.002 therefore we
reject Ho at any significance level. i.e: we
conclude that there is a significance difference
between the opinions of the staff members in the
three branches.
• To find which branch is the source of difference
the researcher make a multiple comparisons
Second part, quality of Students



between each two branches by using the least
square difference (LSD) method. From this test
we obtain.
Ho: µs=µd
H1: µs≠µd
P-Value= 0.7 which means we cant reject Ho at any
significance level.
Ho: µs= µa
H1: µs≠µa
P-Value= 0.001 which means that we reject Ho and
cant reject H1 at any significance level.
Ho: µd=µa
H1:µd≠µa
P-Value= 0.005 which means that we reject Ho and
can't reject H1 at any significance level.
From the LSD test it can be concluded that the mean
response of staff members in Alex differ from the
mean response of the staff members in Dokki and
Sheraton but there is no significance difference
between the opinions of the staff members in both
Sheraton and Dokki branches towards the questions
which affect the quality of staff members.
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ANOVA
qs

Between Groups
Within Groups
Total

Sum of
Squares
.231
12.584
12.814

df
2
95
97

Mean Square
.115
.132

F
.870

Sig.
.422

Table (9) multiple comparisons between the three branches towards the opinion of
staff members in the quality of students.
Multiple Comparisons
Dependent Variable: qs
LSD

(I) Type
Sheraton-Staff
Dokki-Staff
Alex-Staff

(J) Type
Dokki-Staff
Alex-Staff
Sheraton-Staff
Alex-Staff
Sheraton-Staff
Dokki-Staff

Mean
Difference
(I-J)
-.01034
-.10385
.01034
-.09350
.10385
.09350

Std. Error
.09478
.08838
.09478
.08924
.08838
.08924

A comparison is drawn between the opinion of the
staff members in the three branches about the
questions which affect the quality of students in the
College of Management and Technology by using
analysis of variance (ANOVA) test to test if there is
a significance difference between the mean
response of the staff members towards these
questions in the three branches or not.

Sig.
.913
.243
.913
.297
.243
.297

95% Confidence Interval
Lower Bound Upper Bound
-.1985
.1778
-.2793
.0716
-.1778
.1985
-.2707
.0837
-.0716
.2793
-.0837
.2707

Ho: µs=µd=µa (there is no significance
differences)
H1: at least one of the mean responses differs
than the other. And its P-value= 0.422
Therefore we accept the Ho at any significance
level. i.e.: we conclude that there is no
significance difference between the opinions of
the staff members towards the quality of student's
questions quality.

Third part, quality of course content
Table (11) multiple comparisons between the three branches towards the opinion of
ANOVA
qc

Between Groups
Within Groups
Total

Sum of
Squares
3.556
24.880
28.435

df

Mean Square
1.778
.262

2
95
97

staff members in the quality of course content.
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Dependent Variable: qc
LSD

(I) Type
Sheraton-Staff
Dokki-Staff
Alex-Staff



(J) Type
Dokki-Staff
Alex-Staff
Sheraton-Staff
Alex-Staff
Sheraton-Staff
Dokki-Staff

Mean
Difference
(I-J)
-.29195*
-.45641*
.29195*
-.16446
.45641*
.16446

Std. Error
.13327
.12428
.13327
.12548
.12428
.12548

Sig.
.031
.000
.031
.193
.000
.193

95% Confidence Interval
Lower Bound Upper Bound
-.5565
-.0274
-.7031
-.2097
.0274
.5565
-.4136
.0847
.2097
.7031
-.0847
.4136

*. The mean difference is significant at the .05 level.

A comparison is drawn between the opinion of the
staff members in the three branches towards their
options towards the questions which affect the
quality of course content in the College of
management in the AAST by using the analysis of
variance ( ANOVA) test to test if there is a
significance between that mean response of the
staff members towards these questions in the three
branches or not or in other words we need to test
Ho: µs=µd= µa there is no significance difference (
null hypothesis) against ( alternative hypothesis)
H1: at least one of the mean response differ than
the others.
• Fcal= 6.78 and its P-value= 0.002 therefore
we reject Ho at any significance level. i.e: we
conclude that there is a significance difference
between the opinions of the staff members in
the three branches.
• To find which branch is the source of
difference the researcher make a

multiple comparisons between each two
branches by using the least square difference
(LSD) method. From this test we obtain:
Ho: µs=µd
H1: µs≠µd
P-Value= 0.031 which means we can't reject Ho
at any significance level.
Ho: µs= µa
H1: µs≠µa
P-Value= 0.000 which means that we reject Ho
and can't reject H1 at any significance level.
Ho: µd=µa
H1:µd≠µa
P-Value= 0.193 which means that we can't reject
Ho and at any significance level.
From the LSD test we conclude that the mean
response of staff members in Alexandria differ
than the mean response of the staff members in
Sheraton but there is no significance difference
between the opinions of the staff members
Alexandria with Dokki opinions and between
Sheraton and Dokki opinions.

Forth part, quality of facilities
ANOVA
qf

Between Groups
Within Groups
Total

Sum of
Squares
11.957
18.167
30.124

df
2
95
97

Mean Square
5.979
.191

F
31.263

Sig.
.000

Table (13) multiple comparisons between the three branches towards the opinion of staff
members in the quality of facilities.
not or in other words we need to test Ho: µs=µd=
µa there is no significance difference ( null
hypothesis) against ( alternative hypothesis) H1:
at least one of the mean response differ than the
others.
• Fcal= 31.26 and its P-value= 0.000 therefore
we reject Ho at any significance level. i.e: we
conclude that there is a significance difference

A comparison is made between the opinion of the
staff members in the three branches towards their
options toward the staff members opinions about
the facilities in the College of management in the
AAST by using the analysis of variance
(ANOVA) test to test if there is a significance
between that mean response of the staff members
towards these questions in the three branches or
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As a conclusion of the four parts of this
questionnaire the researcher tries to know the
staff members opinions towards the higher
education inputs in the College of Management
and Technology and to find if there any

between the opinions of the staff members in
the three branches.
• To find which branch is the source of
difference the researcher make a multiple
comparisons between each two branches by
using the least square difference (LSD)
method. From this test we obtain.
Ho: µs=µd
H1: µs≠µd
P-Value= 0.7 which means we can't reject Ho at
any significance level.
Ho: µs= µa
H1: µs≠µa
P-Value= 0.001 which means that we can't reject
Ho at any significance level.
Ho: µd=µa
H1:µd≠µa
P-Value= 0.005 which means that we can't reject
Ho at any significance level.
From the LSD test we conclude that the mean
response of staff members in the three branches
have different opinions towards the quality of
facilities.
4.2.1 First part, quality of staff members:

differences between different branches of the
academy to know the weak points in each branch
and try to give good recommendations for better
quality environment in the College of
management.
4.2 Analysis of the Students Questionnaire
By analyzing the second questionnaire dealing
with the students' opinions, this questionnaire is
divided into three parts which cover the main
inputs of the higher education process including
questions related to quality of staff members,
course content and facilities.

ANOVA
Staff Quality Mean

Between Groups
Within Groups
Total

Sum of
Squares
9.265
63.843
73.108

df
2
347
349

Mean Square
4.632
.184

F
25.177

Sig.
.000

Multiple Comparisons
Dependent Variable: Staff Quality Mean
LSD

(I) Type
Dokki-Student
Sheraton-Student
Alex-



*.



(J) Type
Sheraton-Student
AlexDokki-Student
AlexDokki-Student
Sheraton-Student

Mean
Difference
 (I-J)
.21668*
.43449*
 -.21668*
.21781*
 -.43449*
 -.21781*


Std. Error
.06610
.06380
.06610
.05098
.06380
.05098

Sig.
.001
.000
.001
.000
.000
.000

95% Confidence Interval

Lower Bound
.0867
.3090
-.3467
.1175
-.5600
-.3181

Upper Bound
.3467
.5600
-.0867
.3181
-.3090
-.1175

The mean difference is significant at the .05

A comparison is drawn between the opinion of
the students in the three branches towards their
options towards the questions which affect the
quality of staff members in the College of
Management and Technology by using the
analysis of variance ( ANOVA) test to test if
there is a significant difference between that
mean response of the students towards these
questions in the three branches or not or in other

words we need to test Ho: µs=µd= µa there is no
significance difference ( null hypothesis) against
( alternative hypothesis) H1: at least one of the
mean response differ than the others.
• Fcal= 25.2 and its P-value= 0.000 therefore
we reject Ho at any significance level. i.e: we
conclude that there is a significance difference
between the opinions of the students towards
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can't reject H1 at any significance level.
Ho: µd=µa
H1:µd≠µa
P-Value= 0.000 which means that we reject Ho
and can't reject H1 at any significance level.
From the LSD test we conclude that the mean
responses of students in the three branches are
different from each other.

the quality of staff members in the three
branches.
• To find which branch is the source of
difference the researcher make a multiple
comparisons between each two branches by
using the least square difference (LSD)
method. From this test we obtain:
Ho: µs=µd
H1: µs≠µd
P-Value= 0.01 which means we reject Ho and
can't reject H1 at any significance level.
Ho: µs= µa
H1: µs≠µa
P-Value= 0.000 which means that we reject Ho
and

ANOVA
Course Quality Mean

Between Groups
Within Groups
Total

Sum of
Squares
1.119
157.066
158.185

df
2
347
349

Mean Square
.559
.453

F
1.236

Sig.
.292

Multiple Comparisons
Dependent Variable: Course Quality Mean
LSD

(I) Type
Dokki-Student
Sheraton-Student
Alex-Student

(J) Type
Sheraton-Student
Alex-Student
Dokki-Student
Alex-Student
Dokki-Student
Sheraton-Student

Mean
Difference
(I-J)
.15277
.14170
-.15277
-.01107
-.14170
.01107

Std. Error
.10368
.10007
.10368
.07996
.10007
.07996

Sig.
.142
.158
.142
.890
.158
.890

95% Confidence Interval
Lower Bound Upper Bound
-.0511
.3567
-.0551
.3385
-.3567
.0511
-.1683
.1462
-.3385
.0551
-.1462
.1683

Second part, quality of course content
Table (17) multiple comparisons between the three branches towards the opinion of
students in the quality of course content
A comparison is drawn between the opinion of
the students in the three branches towards their
options towards the questions which affect the
quality of course content in the College of
Management and Technology by using the
analysis of variance ( ANOVA) test to test if
there is a significant difference between that
mean response of the students towards these

questions in the three branches or not or in other
words we need to test Ho: µs=µd= µa there is no
significance difference ( null hypothesis) against
(alternative hypothesis) H1: at least one of the
mean response differ than the others.
• Fcal= 1.236 and its P-value= 0.292 therefore
we can't reject Ho at any significance level.
i.e: we conclude that there is a no significance
difference between the opinions of the
students in the three branches.

Third part, quality of facilities
ANOVA
Facilities Quality Mean

Between Groups
Within Groups
Total

Sum of
Squares
2.027
31.005
33.031

df

Mean Square
2
1.013
347 ϭϭϯϯ
.089
349

F
11.342

Sig.
.000
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Table (19) multiple comparisons between the three branches towards the opinion of students in the
quality of facilities
Multiple Comparisons
Dependent Variable: Facilities Quality Mean
LSD

(I) Type
Dokki-Student
Sheraton-Student
Alex-Student

(J) Type
Sheraton-Student
Alex-Student
Dokki-Student
Alex-Student
Dokki-Student
Sheraton-Student

Mean
Difference
(I-J)
-.14466*
.01815
.14466*
.16281*
-.01815
-.16281*

Std. Error
.04606
.04446
.04606
.03552
.04446
.03552

Sig.
.002
.683
.002
.000
.683
.000

95% Confidence Interval
Lower Bound Upper Bound
-.2353
-.0541
-.0693
.1056
.0541
.2353
.0929
.2327
-.1056
.0693
-.2327
-.0929

*. The mean difference is significant at the .05 level.

A comparison is drawn between the opinion of the From the LSD test we conclude that the mean
students in the three branches towards their options responses of students in Alexandria and Dokki are
towards the questions which affect the quality of the same, but Sheraton is different from other
facilities in the College of Management and branches this means that the difference is in the
Technology by using the analysis of variance ( opinion of the Sheraton students towards the
ANOVA) test to test if there is a difference quality of facilities.
between that mean response of the students
towards these questions in the three branches or
VIII.
CONCLUSION
not or in other words we need to test Ho: µs=µd=
µa there is no significance difference ( null As an overall conclusion, in relation to the
hypothesis) against ( alternative hypothesis) H1: at questions asked to students and staff members
least one of the mean response differ than the in the three branches of the Colleges of
others.
Management and Technology about the

quality of staff members, students, course
content and facilities, some are accepted and
some are negatively look upon the quality of
each variable, which is a main factor in
improving the quality of educational output.
Their answers show the importance of
improving the quality of the four variables in
order to have better output. Therefore, the
researcher will accept the four hypotheses,
which entail that there is a significant
relationship between the quality of staff
members, students, course content and the
higher educational output in the College of
Management & Technology (AASTMT)
through some important elements that should
be taken into consideration in order to enhance
the quality of higher education.

• Fcal= 11.34 and its P-value= 0.000 therefore we

reject Ho at any significance level. i.e: we
conclude that there is a significance difference
between the opinions of the students towards
the facilities in the three branches.
• To find which branch is the source of difference
the researcher make a multiple comparisons
between each two branches by using the least
square difference (LSD) method. From this test
we obtain.
Ho: µs=µd

H1: µs≠µd

P-Value= 0.02 which means we reject Ho and can't
reject H1 at any significance level.
Ho: µs= µa
H1: µs≠µa

P-Value= 0.000 which means that we reject Ho
and can't reject H1 at any significance level.
Ho: µd=µa
H1:µd≠µa
P-Value= 0.683 which means that we can't reject
Ho at any significance level.

IX.

RECOMMENDATIONS

Recommendations for each branch
The researcher will discuss the weak points in each
branch after analyzing the two questionnaires
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1-Evaluation process for the course content should
be enhanced includes 7 steps:
a) Select the course to be evaluated.
b) Prepare the terms of references for course
evaluation.
c) Conduct course evaluation.
d) Prepare an evaluate report of finding.
e) Prepare action plan with improvement
measure.
f) Implement action plan for continuous
improvement.
g) Monitor action plan for continuous
improvement.
2-Improve the number and quality of required
courses: the academy would do well to review
their current general education and add additional
required courses in areas that are weak, providing a
wide range of programs with various specifications
and Provide Programs with flexible syllabus and
structure.
3-Universities should be required to revise or
restructure curricula at least once in three years,
in order to have better and up to date course
contents.
Recommendation deals with staff members
Quality
4-Creating better and suitable environment within
staff members: the College should work on
creating better and suitable environment between
staff members in order to enhance quality of
teaching through providing better facilities for
them including place, lab tops, internet, data shows
etc…
5-Training programs for staff development: the
College should provide the staff members with
training courses including seminars, training
programs continuous improvement and personal
development.
6-Motivation for more creativity and efficiency
through merit pays: the College should provide
the staff members with more merit pays for
motivating them for creativity and efficiency of
work.
7-Willingness to help students in their studies and
self-development: the College should always
enhance staff members for helping students in their
studies and in developing their skills, attitudes and
characters.
8-Staff members should use quality techniques in
teaching process such as active learning,
cooperative learning.
Recommendation deals with student's quality
9-Enhance selection process for better student
quality: the selection process is very important
process based on quality procedures including the

which reflects the opinions of the staff members
and students in each branch in order to improve the
weak points in each branch.
Recommendations for Sheraton branch
1. Training programs for developing staff
member's performance should be enhanced by
the College to improve quality of teaching
process.
2. The
staff
members
should
enhance
communication process with students either in
the classroom or outside.
3. The College should work more on developing
student attitudes and characters.
4. The number of students in each class should
decease for allowing personal attention for
students.
5. Administrative staff should be more helpful in
dealing with student's problems and complaints.
Recommendations for Dokki branch
6. The academy should work more hard in
improving the campus layout and appearance.
7. The College should care more about the
computer labs and internet facilities for better
education.
8. The College should increase the amount of
facilities given for students including
restaurant, activities etc…
9. The College should care more for the library as
its one of the most important elements in the
educational process.
Recommendations for Alexandria branch
10. Academic staff should be more helpful in
dealing with students problems in the College.
11. The staff members enhance communication
process with students either in the classroom or
outside.
12. The College should find a solution for the
parking problem as the College is in a very
crowded place, a private parking for the College
will be a good idea.
General Recommendations for the Three
Branches
The researcher will discuss some general
recommendation for improving the higher
education inputs in the College of Management
and Technology based on quality concepts of
higher education process. This is done in order to
improve the higher education output, from these
recommendations that are collected through the
statistical analysis of the two questionnaires which
helps the researcher design a quality management
system for improving the higher educational
output.
Recommendations deal with course content
quality
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grading in the high school, attitudes, personality
etc.. Interview would be administered for all the
applicants, admission test is recommended before
entering, the performance in that would be taken
into account along, with the marks scored to be
tracked in the right place.
10-Evaluation process should be implemented and
monitored. Students should be evaluated and
monitored by the College in order to put them on
the right track, through advising process, through
monitoring student's performance and grading in
each semester etc…
11- Prepare students to deal with real life
situations through providing them with a degree of
responsibility about their duties regarding the work
given to them through providing case studies,
assignments, and quizzes.
12- Giving students in depth information in every
filled related to their studies in order to be able to
analyze and take decisions related to their work in
the future through covering more amount of
materials in each subject in his/her study.
Recommendation deals with facilities quality
13-Class sizes should kept minimal to allow
personal attention: the number of students in the
class is an important element that affect the
teaching process from both sides either the student
who need to concentrate of the staff member who
need to control the lecture.
14-Campus layout and appearance: it's very
important for the academy to have a good campus
layout and appearance for students, staff members
and for the efficiency of education as is place is the
power of knowledge it should look good from
outside and inside including buildings and
cleanness .
15-computer labs and internet facilities: computer
labs and internet facilities is very important for
education process as information now became the
power of knowledge.
16-Library updates for books and periodicals:
there should be a good library contains all kinds of
data and information needed by the students in
order to increase the educational effectiveness.
17-Health services should be provided more
efficiently for students: health service is a very
important element in a College or institution as
there is a lot of students and employees that need
healthcare in anytime, so there should be good
doctors and nurses and facilities for treatment.
18-Encouragement and promotion of student's
union: any institute should enhance student unions
as it’s a main part of the educational activities
including sports, seminars, parties, trips etc…
An integrated model in higher education

An integrated model in higher education is the
combination of processes used to ensure that the
degree of excellence specified is achieved in
higher education process. This model is the sum of
the activities and information an organization uses
to enable it to better and more consistently deliver
products and services that meet and exceed the
needs and expectations of its customers and
beneficiaries, more cost effectively and cost
efficiently, today and in the future.
The researcher designed this model to improve the
higher education inputs which is the staff
members, course content, students and facilities in
order to reach desired output in the long term
effect based on total quality management concept
in each part of the model.
These 18 activities should be covered by the
Colleges of Management and Technology
(AASTMT) in order to meet or exceed the needs
and expectations of the customers (students) to get
better and effective output in the future.
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