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Abstract

Background: : To ensure quality in higher education at medical universities, it is essential that
students' perspectives be considered as main stakeholders. This study aimed to evaluate the
quality of educational services at Bushehr University of Medical Sciences from the students'
viewpoint using the SERVQUAL model.

Materials and Methods: This descriptive-analytical and cross-sectional study was conducted at
Bushehr University of Medical Sciences in 2022. The research population consisted of 302 students

selected by stratified random sampling method. A questionnaire assessing the quality of educational

services based on the SERVQUAL model was used to collect the data. The statistical tests of t-test, Keywords:
Wilcoxon, Kruskal-Wallis were used to analyze the data in Stata. Quality assessment
Results: There was a negative gap in all dimensions of educational service quality. The largest and Educational services

SERVQUAL model

smallest gaps were related to the empathy dimension (-1.91) and the tangibles dimension (-1.68), i i
Perceptions and expectations

respectively. There was no statistically significant difference between male and female students

regarding any dimensions of the quality of educational services. There was a statistically significant *Corresponding author
. L . . . n . . Hamid Ebrahimi

difference between faculties in all dimensions in terms of the mean perception of service quality. The hamidebrahimi24150@gmail.com

dimensions of tangibles, responsiveness, and empathy were affected by the place of residence.
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Conclusion: Given the negative gaps across all dimensions of the model, priority should be given
to revising the educational system and establishing a comprehensive quality assurance
mechanism based on continuous student feedback, regular evaluation of faculty and staff
performance, periodic monitoring of quality indicators, promotion of a culture of accountability,
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training in professional behavior, and enhancement of educational technology infrastructure as Accepted: 2026/02/17

the primary foci for quality improvement.
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" SERVQUAL

’ Reliability

® Responsiveness
* Assurance

> empathy

® Tangibles
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