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Evaluating the quality of higher education and its impact
on student satisfaction using the SERVQUAL model
Field study: Abu BakrBelkaid University in Tlemcen
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Abstract:

This study aimed to identify the impact of the quality of higher education in its
five dimensions (tangibility, reliability, responsiveness, safety and empathy) on
student satisfaction at Abu BakrBelkaid University in Tlemcen. The descriptive
and analytical approach was used through a questionnaire distributed randomly
on a sample of 459 students. The results showed a statistically significant effect
of the quality of higher education service on the satisfaction of students at the
University of Tlemcen. The researchers also suggested a set of
recommendations, the most important of which is the need for higher education
institutions to pay attention to the quality component and try to improve all
university services provided to students

Keywords:Higher Education Institutions, Service Quality, Customer

Satisfaction, The SERVQUAL Model
Jel Classification Codes : M2 M31
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