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Abstract:

This study aimed to discover the level of service quality provided to students in Saudi
universities, and to indicate the impact of the service quality provided on enhancing
students’ satisfaction. A questionnaire was developed to measure the study variables
consisting of (28) items; (23) items measure the dimensions of service quality, and (5)
items measure students' satisfaction, based on the five-point Likert scale. The validity
and reliability of the study instrument were verified. The study was applied to (948)
male and female students studying at three Saudi universities (King Abdul Aziz,
Qassim, and Taif). The results showed there are a significant impact of the service
quality provided to students at Saudi universities with its dimensions (Tangible,
reliability, assurance, empathy) in their satisfaction. And there is no a significant impact
of the response dimension to the quality of services provided to students at Saudi
universities in their satisfaction.

Keywords: Services Quality, Tangible, Reliability, Assurance, Empathy,
Responsiveness, Students Satisfaction, Saudi Universities.
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*384 204 180 %100 %53 %47 285,465 151,458 134,007  claalal) dudh) Jles)

il € Jgland Taig *
iy 8y Lilpde 5laall laalall g sl Alsje b i) dallal) (e duiale Adlsdic due 1yl
daasSa Glaala EOB e ieise (c‘_al."\ %42.8 ¢ <A %57.2) Ay Wla (948) Gblanay) aae
C_x:;)j ﬁj el E\.M\; 0/019.63 c(-‘:uaﬂ\ Z\ML; %46.9) c):\J:J\ e Sl z\.ul.; %335 ‘5\.:1.3}:“

103



(2022) 2 :23a]) <15 ;alaall o ZlaBY) 5 Ay oY) o shall Alse

g kil llaia) céisg ) cblaiu) @iyg g Y Dkl cliiie by i< &lawY)
-(Outliers)

A ko 2.3

alae¥ly dlall 1 o calad ded aca (SERVQUAL) Zldall dasiall cilarall 8aga ulia sk o
(Parasuraman & Zeitham| 4. i) daaal) s29a (wbia o adicly . alalailly ¢ lacally cdilaiud |y
peShly Dlaall ilalgn Ajlia o st ) sgadll duplar ) Guliiall 138 a5y cus (& Berry, 1988)
Loxiied) (SERVQUAL) el 53sa Gunlie danlpe 23 38 Glld 1) 28LaY L cliled ag) dadkall Loaall
.(Alhudaithy, 2014; Al=Tit, 2015) <l Gl (2015) alally Jaal) G Aalud) byl 3
55 cAalll s b 5) daedl) daxdll s3ga sl e dege 58 (23) o pshadl Galiall 06 a2
Lol (alalaall s b 4 5 clacall Gats il 4 5 Aalaia) Qi @ 5 5 cdpalac V) Qi i
(Alhudaithy, 4w daladl Gluhall daalp Jo alaeYh anlal @i 5 pela & a8 dhll La)
cobial) s e Zblal) clblaiud wass A (Likert) 5-1) ouledd) S (el aaiinly 2014)

lgildiy dupall 304 3aa 3.3

(Face Validity) spUall aall <Y (e @aadll & Gua clgily duyall 8ol aa <Y 7)Ao
LlaaY! i deed (530 e oSl 8y 53 e CpeSad) (e degaaa Ao o) (e DA e
LAY Gl e A2 e ey ¢ CueSaall llaadley 3aY1 25 canlil Cueag W

ghpaia Ao DLy cljad andi z))dau) P e Construct Validity el Gaa <Y i Aty
O\S s@ (Satisfl (Empa2 (Assur3) il el elinul lghate o clall aadn mibull ¢kl
Gaila ey - (9AT Bpe claall maitll #hanul & ey clgida 23 Gl (Chin, 1998) 0.70 e i Lgrads
Average Variance Extracted ol (olil) Jasgic aladials o)l Gaall iV canjaia) a2 DA
525l illl 4iaca L 138 «(Chin, 1998; Al=Tit, 2020) 0.50 ¢ 4iad a5 of cano 535 (AVE)
(1) dsaadl 8

Composite Reliability <. yall Ll Jalas 2 hatiud A (e lgie aaill 23 228 Lo @l ayYYa L
4Lyl (Chin, 1998; Hadj, Omri & Al=Tit, 2020) 0.95 ¢ 25 ¥50.70 ¢ Ja ¥ cany sl
Aasialy 138 (948) apose alllly (lal) cblain Ty Hladl il Gla¥) dales zlasul )
(Bougie 0.70 pe W ad J& N i) «(Cronbach's Alpha Formula) Wl #Lis < dlalas
Gl Jalas o aaes il & Sekaran, 2019; AI-Tit, 2017; Al-Ayed, & Al-Tit, 2021)

.kﬂlﬁ (3) deaJ\ Uﬁ} sz\jj.\fuj M)A

104



A:\A:\;Al\ o .L;:\LJ\ AA;\

Layal) 814y il eldl Baa 1(3) Jga

i) ) agia | Gl ) Jelae | 94 ciliall
Average Variance Composite <l tm c_w )
Extracted (AVE) | Reliability | sy | > Tl
0.729 0.915 0.875 0.884 | 0.870 Assurl Olaall
0.880 | 0.862 Assur2
- *0.694 Assur3
0.775 | 0.782 Assur4
0.871 0.854 Assur5
0.704 0.905 0.859 0.823 | 0.795 Empal Cidalail)
- *(0.557 Empa?2
0.895 | 0.896 Empa3
0.757 | 0.748 Empa4
0.875 | 0.866 Empa3s
0.632 0.896 0.854 0.815 | 0.812 Relil Zalaey)
0.809 | 0.805 Reli2
0.843 | 0.842 Reli3
0.764 | 0.769 Reli4
0.741 | 0.744 Reli5
0.726 0.930 0.906 0.814 | 0.816 | Responl Ll
0.845 | 0.845 | Respon2
0.869 | 0.868 Respon3
0.872 | 0.871 Respon4
0.860 | 0.860 | Respon5
0.649 0.902 0.866 - *0.697 | Satisfl Al L,
0.755 | 0.760 Satisf2
0.818 | 0.817 Satisf3
0.817 | 0.807 Satisf4
0.841 | 0.826 Satisf5
0.796 | 0.775 Satisf6
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