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����Ê»�Ê�Y�Z¿�½ZË�f�»�,|�Z]��Z�f¿Y��|¿Â�����������d»|y��Y��f�Ì]�ZË��]Y�]�Êf§ZË�{�d»|y��³Y
�����Ê»�\Ì£�e�ZÆ¿M�,|�Z]��Z�f¿Y�{�Â»�������ÄWY�Y�¾ËY��Y�Y{|n»�Ä¯�|¿Â�����̈ f�Y�d»|y�Ã|ÀÅ{�Ã{Z

                                                           
1- Brown 
2- Saba rana 
3- Kottler 



�dÌ¨Ì¯�Ê���]�¯Y�»�cZ»|y��Â»M�Ë�^e�Ê·Z�������

 

��

|ÀÀ¯���������������Ê/»�Ä§Z/�Y�Y��ÊËZ/ËY�»�½ZÀq�{Ây�É{ZÆÀ�Ìa�cZ»|y�Ä]�ª§Â»�ÉZÆ¿Z»�Z����|/ÀÀ¯
���������Ê/»�Ê/�Y��Y��½ZË�f�/»�ZÆÀe�Ä¿�Ä¯��������������©Á}�Á�\/n f»�Y��Z/Æ¿M�¾Ì/Àr¼Å�Ä/°¸]�,|/À¯�Ã{�

Ê»�|À¯��©Á}�½ZË�f�»�|Àf�Å�ÓZ]�cY�Z�f¿Y�¶»YÂ��,Ã{��,�^À»�½Z¼Å������ 
� �

cZ»|y�dÌ¨Ì¯�µ|»�Á�cZ»|y�dÌ¨Ì¯��nÀ���
�Za���¿Y�Z°¼Å�Á�½Z»Y�Â�Y�������������Á��Z/e�|/¿{�¯��Ô/e�Ä¯�|¿{Â]�Ê¿Z�¯�¾Ì·ÁY�����ÉZ/Å

������Ä/¬^��Á�Ä�/ËZ¬»�Y��dÌ¨Ì¯�Ê]ZË��Y�¦¸fz»���|/ÀËZ¼¿�É|/À]�����cZ»|/y�d/Ì¨Ì¯�µ|/»��Y��
����µZ���{��¿Y�Z°¼Å�Á�½Z»�Â�Y�Za��������d/Ì¨Ì¯�Ê]Z/Ë��Y�½Z/¿M�¥|Å�Á�|¿{�¯�ÄWY�Y�

{Â//]�cZ»|//y��//�f¿Y�Ä�//ËZ¬»�Ä//nÌf¿�cZ»|//y�d//Ì¨Ì¯�µ|//»�¾//ËY��{�cZ//¯Y�{YÁ�cY�Z
Ê»�½ZË�f�»��|�Z]��¿Â¼Ì�fÌ§,�������� �

�� �����Ê]Z//Ë��Y�{�Â//»��Z//Ì »�lÀ//a��{�Y��cZ»|//y�d//Ì¨Ì¯�,cZ»|//y�d//Ì¨Ì¯�µ|//»�� �
Ê»��Y�«�|Å{�� �

�� ���Â/¼¸»�¶/»YÂ����������{�½Z//À¯�Z¯�É�ÅZ/���//�Á�Á��Y�/]Y�,Ê/°Ë�Ì§�cY�//ÌÆne
�Z¯��Ìv»�� �

�� �½ZÀÌ¼�Y�dÌ¸]Z«����������Ã|�Á�Ä]�¶¼���{�ÊeZ»|y�½Z»�Z��ÊËZ¿YÂe����Ä]�{Ây�ÉZÅ���Â��
�¼f�»�Á�ªÌ«{�� �

�� ÊWÂ´z�Za��������������������Ë�/��Á��/«Â»�Ä/]�cZ»|/y�Ä/WY�Y���{�ÊeZ»|y�½Z»�Z��ÊWZ¿YÂe�
¾Ì¼�e����Ê»��Ë��{�YÂ»��Y�Ê^Ì¯�e�|�Z]�� �
� dÌuÔ���ÄWY�Y�ÉY�]�É�Á���ÉZÆe�ZÆ»�Á��¿Y{�½{Â]�Y�Y{�cZ»|y�� �
� [{Y��½ZË�f�»�Z]�½Z»�Z��½ZÀ¯�Z¯�{�Ây�]�½{Â]�Ä¿Zf�Á{�Á�¹Y�fuY�� �
� �Z^f�Y��,{Z¼f�Y½ZÀ¯�Z¯�É�Y{�d¿Z»Y�Á�½{Â]�µÂ^«�¶]Z«�� 

� dÌÀ»Y��½ZË�f�»�ÉÂ��Y�cZ»|y�d§ZË�{�ÉY�]�|Ë{�e�Á�®��µZ¼fuY�½{Â]�¾ÌËZa�� �
                                                           

1- Parasuraman et  al 
2- Service Quality Model  (SERVQUAL) 
3- Tangibility 
4-  Reliability 
5-  Responsibility 
6-  Security 
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�Ã�Z»M
½Â»�M� �
(t) 

�Äm�{
É{Y�M� �
(df) 

�t��
ÊÀ »�É�Y{� �

(sig) 

�/����� �
������ ���
�� ����
�� ���
�� ���
��� ���� �/��� 

� �

�������½Â/»�M�Ã�Z»M��Y|¬»�Ä°ÀËY�Ä]�ÄmÂe�Z]�t��������½Z/ÀÌ¼�Y�t�/���{������Y�|/��{����Y|/¬»�
����Ê»�,d�Y��f�Ì]����������§�Ä¯�d§�³�ÄnÌf¿�½YÂe1H��Ê»�|ÌWZe���{Â������¾Ì/]�,Ê/À Ë�

��������������Z�»�{�Â/»��/¯Y�»�cZ»|/y�d/Ì¨Ì¯��Y�½ZËÂn�/¿Y{�cZ¯Y�{Y�Á�cY�Z�f¿Y���cÁZ/¨e�Ä/ ·� �
{�Y{�{ÂmÁ�É�Y{�ÊÀ »��� �
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¹Á{�Ê¸�Y�ÄÌ��§�½Â»�M��
���������������Y�cZ»|y�dÌ¨Ì¯�Ä¿Z´nÀa�{Z ]Y�dËÂ·ÁY�¾ÌÌ e�Á��¹Á{�Ê¸�Y�ÄÌ��§�½Â»�M�ÉY�]

�ÃZ³|Ë{½ZËÂn�¿Y{Ã|��Ã{Z¨f�Y�¾»|Ë�§�½Â»�M��Y�,�d�Y���
{�Y{�{ÂmÁ�cÁZ¨e�½ZËÂn�¿Y{�|Ë{��Y�dÌ¼ÅY���¿��Y�dÌ¨Ì¯�Ä¿Z´nÀa�{Z ]Y�¾Ì]� 
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µÁ|m�����¹Á{�Ê¸�Y�ÄÌ��§�ÉY�]�¾»|Ë�§�½Â»�M��
��� N 

���
��� �Chi-Square (÷2) 

� df 

���
�� �Sig 
� �

������µÁ|/m�Ä/]�Ä/mÂe�Z]��������Ê/À »�t�/���{�,��É�Y{���,��������½Â/»�M�Ã�Z/»M��Y|/¬»�(÷2)�
�Y(9/48 )  �ÄÌ��§�ÄnÌf¿��{�,d�Y��f�Ì]�oHÁ�Ã|��{����d/�ZÀ »�½Y|/]�¾ËY

���Àa�{Z ]Y��Ä¯��������������|/¿�Y|¿�Ê¿Z�/°Ë�d/Ì¼ÅY�½Z³|/ÀÅ{�x/�Za�ÉY�/]�cZ»|y�dÌ¨Ì¯�Ä¿Z´n��
Ã|��Ã{�ÁM��Ë��µÁ|m��{�½ZËÂn�¿Y{���¿��Y�{Z ]Y�É|À]�dËÂ·Y�d�Y�� �

 

µÁ|m��� ���cZ»|y�dÌ¨Ì¯�Ä¿Z´nÀa�{Z ]Y�É|À]�dËÂ·ÁY��
dÌ¨Ì¯�Ä¿Z´nÀa�{Z ]Y ¾Ì´¿ZÌ»�Ä^e����|Ë�§�½Â»�M�¾»� {Z ]Y�É|À]�dËÂ·ÁY 

�Â¼¸»�¶»YÂ� ��
� � 

½ZÀÌ¼�Y�dÌ¸]Z« ��
� � 

ÊWÂ´z�Za ��
� �� �

¾Ì¼�e �/�� � 

Ê·|¼Å ��
� � 
��

� �

�����µÁ|m��{�Ä¯�Ä¿Â´¿Z¼Å�����Ê»�Ã|ÅZ�»���Ä¨·R»�,{Â���������Y�ÊWÂ´z�Za�Á�Ê·|¼Å�ÉZÅ
�������������d/Ì¼ÅY�¾Ë�/f¼¯�ÉY�Y{��Â¼¸»�¶»YÂ��Á�dÌ¼ÅY�¾Ë�f�Ì]�ÉY�Y{�½Z³|ÀÅ{�x�Za��¿

Ê»�|À�Z]� 

                                                           
1- Mean Ran 
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¹Â��Ê¸�Y�ÄÌ��§�½Â»�M 

����ÄÌ��§�½Â»�M�dÆm�����Ã{Z¨f/�Y�Ê¸»Z/��®/e��¿ZË�YÁ�¶Ì¸ve�½Â»�M��Y�¹Â��Ê¸�Y
Ã|��d�Y��� �

��¾Ì]���¯Y�»�����ÄWY�Y�cZ»|y�dÌ¨Ì¯���¿��Y�Ä ·Z�»�{�Â»������cÁZ/¨e�½ZËÂn�/¿Y{�Ä/]�Ã|/�
{�Y{�{ÂmÁ�� 1≠ 2 ≠ µ 3≠ µ4�� �
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�µÁ|m�����¹Â��Ê¸�Y�ÄÌ��§�ÉY�]�Ä§���®Ë��¿ZË�YÁ�¶Ì¸ve�½Â»�M��
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�É�Y{�ÊÀ »�t��
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��
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¶¯ 
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�ÉZ////Å�Ä�////ËZ¬»�Ä////¼Å��Ê¯Â////e�Ê////^Ì¬ e�½Â////»�M��Y�,|////¿�]Y�]�ºÅZ////]�ÊWZ////e�� �
|��Ã{Z¨f�Y��� �

��
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�ÉÁZ�»�Z¨·M�ÉY�]�ZÅ�ÃÁ�³��
� »M��¯Y�»ÂÊ·Z���� Ä¿Â¼¿�ºnu 
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���� �
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��� �
��� �
��� 

���µÁ|m��{�,��������������É|/À]�Äf/�{�½Â/´¼Å�ÃÁ�/³�Ä���{��¯Y�»�Ä¯�|ÀÅ{�Ê»�½Z�¿�lËZf¿�
|¿Â��Ê»�� �
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ÄÌ��§�½Â»�MÊ��§�ÉZÅ 

�µÁY�Ê��§�ÄÌ��§�½Â»�M���Â¼¸»�¶»YÂ� 

�����M�cZ¯Y�{Y�Á��¯Y�»��Â¼¸»�¶»YÂ��Ä¨·R»��Y�½ZËÂn�¿Y{�cY�Z�f¿Y�¾Ì]��cÁZ/¨e�½Z¿
{�Y{�{ÂmÁ����E1  ≠ P1�� �

� �

�¹Á{�Ê��§�ÄÌ��§�½Â»�M��½ZÀÌ¼�Y�dÌ¸]Z«�Ä¨·R» 

������Y�½ZËÂn�¿Y{�cY�Z�f¿Y�¾Ì]�Ä¨·R»��������cÁZ¨e�½Z¿M�cZ¯Y�{Y�Á��¯Y�»�½ZÀÌ¼�Y�dÌ¸]Z«�
{�Y{�{ÂmÁ��)�E2 ≠ P2�(� �

 

�¹Â��Ê��§�ÄÌ��§�½Â»�M��ÊWÂ´z�Za�Ä¨·R» 

�����Za��Ä¨·R»��Y�½ZËÂn�¿Y{�cY�Z�f¿Y�¾Ì]�����cÁZ/¨e�½Z/¿M�cZ/¯Y�{Y�Á���¯Y�»�ÊWÂ´z
{�Y{�{ÂmÁ��)�(E3≠ P3� �

 

�¹�ZÆq�Ê��§�ÄÌ��§�½Â»�M��¾Ì¼�e�Ä¨·R» 

�¾Ì¼�//e�Ä//¨·R»��Y�½ZËÂn�//¿Y{�cY�Z//�f¿Y�¾Ì//]��//¯Y�»cÁZ//¨e�½Z//¿M�cZ//¯Y�{Y�Á� �
{�Y{�{ÂmÁ���(E4≠P4)��

 

�ºnÀa�Ê��§�ÄÌ��§�½Â»�M��Ê·|¼Å�Ä¨·R» 
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{�Y{�{ÂmÁ��)�E5 ≠ P5�(� �
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ÄÌ��§��
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����Y|¬»����Ê»�,d�Y��f�Ì]������������/§�Ä/¯�d§�³�ÄnÌf¿�½YÂe1H���Ê/»�|/ÌWZe���,{Â/�� �
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Ä¯��Â��½Z¼Å��µÁ|/m��{���� ��Ê/»�Ã|ÅZ�/»�������Ä/]��Â/]�»�¥Z°/��¾Ë�f�/Ì]�,{Â/�
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µYR��� �¾Ì¼�e�Ä¨·R»��Ê»�|À�Z]���
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A survey of service quality of the educational centers in 
 Tabriz using servqual model and ranking educational 

centers using Analytic hierarchy Process 
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Abstract 

The main purpose in this study is to determine the gaps between 
students� expectations and perceptions in higher education centers, in 

Tabriz (Islamic Azad University, Industrial Management 
Organization, Alghadir Non-profit Higher education Institution, Aras 
Non-profit Higher education Institution). For this purpose 
SERVQUAL scale�s generic questionnaire adapted for the higher 

education service sector and used to evaluate the gap of service 
quality. SPSS software has used for data analysis. Results of study 
indicate that, higher education centers in Tabriz, have not fulfilled the 
students� expectations. The smallest gap is related to security and the 

biggest one to dimension of empathy. In addition, students have given 
most of the importance to dimensions of empathy and Responsibility. 
Also the results of EXPERT CHOICE show that Industrial 
Management Organization is the best and Aras Non-profit Higher 
education Institution is the worst of the centers in the service quality. 

Key words: Services quality, Srevices quality higher education, 
Servqual model, Analytic hierarchy process (AHP) 

 


