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Abstract: Examining the quality of educational services is one of the critical
steps to improving the quality of universities, and using the opinions of
students, as recipients of services, can greatly help to improve the quality of
virtual education. Therefore, the purpose of this research is to evaluate the
quality of virtual education services and their effect on the satisfaction of the
service recipients of the University of Sistan and Baluchistan. The method of
this research is a description of the correlation type. The statistical population
of the study included the students of Sistan and Baluchistan University. A
standard questionnaire was used to collect data, the validity, and reliability of
which, have been confirmed. To analyze the data, Pearson's correlation test was
used in SPSS software. The results show that there is a positive and significant
effect on the satisfaction of service recipients between the quality dimensions of
virtual education services. There is no significant positive relationship between
responsiveness and service recipients. The results show that sufficient resources
and information should be provided to the staff in order to improve the
response situation and investigate students' problems. In order to increase the
quality of virtual education services for the satisfaction of service recipients, it
is necessary to identify the deficiencies as soon as possible and take action to
improve the response status of students.
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Extended Abstract

Introduction

With the advent of communication and information technologies,
increasing access to electronic devices in e-learning and increasing
demand in universities for training in order to provide new resources,
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to create new organizational structures. Assessing the quality of educational services is one of the
critical steps to improving the quality of universities, and using the opinions of students as
recipients of services can greatly help improve the quality of virtual education. One of the
characteristics of cyberspace is that it can overcome the obstacles that have reduced education in
countries and eliminate spatial and temporal problems for professors and students, the
simultaneous interaction of people with each other is one of the benefits of virtual education. The
satisfaction of service users is a globally recognized factor because users can express their opinions
rationally in front of the services they received, theorists by examining the satisfaction of users by
creating criteria in line with the type of service received and a driving factor They aim at the
survival and perfection of the organization and the preservation of society, so the purpose of this
research is to evaluate the quality of virtual education services and its impact on the satisfaction
of the service recipients of the University of Sistan and Baluchistan.

Case Study
The case study of this research was Sistan and Baluchistan University.

Theoretical framework

Virtual education is one of the most important applications of information technology, which is
provided in various systems such as online learning, online education, and network-based learning.
And this term was first expressed by Cross and refers to various methods of learning from Internet
technologies. Educational programs and the quality of course delivery, especially in the virtual
education method, which makes learners satisfied, is an important factor in the dropout of learners
in the educational system, and increasing the quality of virtual education services requires
continuous review and follow-up. The satisfaction of recipients is an important and key factor in
the quality of providing educational services, satisfaction is a set of emotional and emotional
reactions of a person to identify the factors that are related to electronic learning systems.

Methodology

To collect information, library methods related to background and research literature have been
used, and field methods and distribution of questionnaires have been used to obtain information
from students of Sistan and Baluchistan University. For this purpose, the researcher-made
questionnaire was distributed among 160 students, who were selected by simple random sampling.
The questionnaire was designed in three parts. The first part included the personal characteristics
of the respondents, including gender, age, and desired level of education, the second part included
the quality of virtual education services (19 items) and the third part included the satisfaction of
service recipients (13 items) and had 32 questions in order to investigate the purpose of the
research. For data analysis, Pearson's correlation test was performed using SPSS software.

Discussion and Results

Out of a total of 160 students who specified their gender, 68 were male and 57.5% were male and
92 were female. And in terms of the age of the respondents to the questionnaire, 35% are 18 to 22
years old, 34.4% are between 22 and 26 years old, 17.5% are between 26 and 30 years old, and
13.1% are between 30 and 35 years old. As it is clear in the table, the highest level of education
of the students was 49.4% bachelor's degree and 39.4% master's degree.
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Conclusion

The results of this research showed that there is a positive and significant effect on the
satisfaction of service recipients between the quality dimensions of virtual education
services that include (learning transfer services, reliability, and learning support services).
Its correlation coefficient (p = 0.000 and R = 0.283) is a positive number and the
confidence level is 0.95% significant. Although most of the students were satisfied with
the quality aspects of virtual education services, based on the results of the correlation
coefficient between responsiveness and satisfaction of service recipients (p=0.129 and
R=0.120), it was found that there is no positive and meaningful relationship between
responsiveness and service recipients. Therefore, sufficient resources and information
should be provided to the staff in order to improve the response situation and investigate
the students’ problems.
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