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Results Indicator of European Foundation Model of
Quality Management

Rafigh Hassani * Mehdi Feizi 2

Abstract:

This study investigated student's satisfaction of
educational services in Islamic Azad University of
Sanandaj. Method of this research is descriptive-
survey. The statistical community includes 11741
students of Islamic Azad University of Sanandaj Using
Stratified random sampling based on the Cochran's
formula, 508 were selected as sample. Customer
satisfaction questionnaire was administered to the
students. After gathering and analysis of data, it was
found that most of students are not content about
educational services offered, after-graduation services,
public conception of the Department, loyalty to the
university and extracurricular activities and there isn't a
significant difference between different departments of
Islamic Azad University of Sanandaj in terms of
customer satisfaction. The average satisfaction was
higher in boys than girls and there is a significant
difference about the satisfaction of educational services
among students' attitudes in the second, third, and fourth
years of schooling. Finally, dissatisfaction indicators in
sequence are extracurricular activities, offering of
educational services offered, after-graduation services,
public conception of the department, and loyalty to the
university.

Keywords: Students' satisfaction, education's quality,
educational service, customer results indicator,
European foundation model of quality management
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23- Kruskal Wallis Test
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1- student's satisfaction

2- educational quality

3- educational service

4- customer results indicator

5- European Foundation model of Quality
Management (EFQM)

6- Olivier

7- Brooks, Botschen and Lings

8- Brigham

9- Rubach & Stratton

10- Tracy

11- customer-centered

12- Galloway

13- Hasson

14- Chua

15- Arambewela, Rodney and Hall, John
16- Bradley

17- public conception of department

18- offerred educational services
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